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INTRODUCTION

As consumers, students share many of the problems exper-
ienced by other low income, highly mobile persons, isolated
from familiar markets and services. Also most are changing
their life pattern and orientation from single to married
status and from dependence to independence. Such transition
and resulping confusion makes them especially vulnerable to
consumer problems, ranging from simple misunderstandings to
outright fraud.

In recent years, an effort has been made by the Student
Governing Association's Consumer Relations Board at Kansas
State University to assist students in redress of their
grievances as consumers. (Hereafter the Consumer Relations
Board will be referred to as the CRB or the Board). The Board
not only advises students about how to solve their own problems,
but if necessary will handle them for students. This is done
through a nine step procedure for handling complaints which
involves local and state agencies as well as picketing as a
last resort (Morse, 1972). (CRB procedures are listed in
Appendix A.)

The early activities of the CRB have been well documented
by its founder, Mr. Robert H. Flashman. As a student in Family

Economics, Mr. Flashman authored a bowk entitled "University



Consumer Protection" (Flashman, 1971), and for a masters thesis
he wrote "Student Consumer Action" (Flashman, 1972). Both the
book and thesis outlined the history of the CRB from its begin-
ning in the Spring of 1971 up through the first half year as an
established student service. The book covers all organizational
aspects of the Board such as structure, purpose, objectives, and
procedures, citing selected case histories of complaints handled.
Although these activities are further documented in the thesis,
its major focus was on the student consumer movement and the
development of the first National Committee on Student Consumer
Action.

This study focuses on the impact of the CRB on the student
population. To establish the potential exposure the students
have had to the CRB, the following section describes the

activities which have been publicized.

CRB 1972-1974

Within the past two years the activities of the CRB have
received a considerable amount of favorable publicity from the
local student newspaper, the Collegian. The Collegian is printed
five days a week, Monday through Friday, and is available to all
students free of charge.

Articles describing the CRB's investigation of fraudulent
advertising schemes, pots and pans salesmen engaged in unauthor-
ized solicitation and other activities on campus, have appeared
in the Collegian. These consumer interest articles not only

explain the nature of the problem, but give advice on how



students can protect themselves against falling victim to that
type of scheme. The Collegian articles often advise students
with consumer problems to seek the assistance of the CRB.
(Examples of these articles are reproduced in Appendix B.,)

One Collegian staff writer developed an interest in the
field of student consumer protection after the CRB had helped
her with a housing complaint. Consequently she created a weekly
column in the Collegian devoted to discussing various consumer
problem areas. In her column she gave advice on how to avoid
consumer problems and how to handle them if already involved.
Usually the CRB was given credit as the source of the informa-
tion provided in the column. (A copy of such an article appears
in Appendix C.)

Occasionally a letter from a student would appear in the
Collegian, publicly thanking the CRB for its help in solving his
complaint and encouraging other students with consumer problems
to seek the aid of the CRB. (A copy of such a letter appears
in Appendix D.) Letters of this type, printed for all to read,
enabled one student to be in contact with another and gave the
CRB publicity as a valuable service to students at K-State.

In the past two semesters, the Student Publications Office
has published a special feature of the Collegian as a journalism
project. Both of these special sectinns were concerned exclu-
sively with consumer education and protection. One edition,
printed April 4, 1973, was titled "Consumer Report". In this
report, students had an opportunity to read a great deal of

information zbout the CRB. Each staff writer was given topics



which in the editor's opinion were of major concern for the
student as a consumer. Topics such as sales fraud, no-fault
insurance, life insurance, consumer credit, and existing fed-
eral and state consumer protection legislation were covered in
separate articles. (See Appendix E.)

During the spring semester, legislation affecting landlord-
tenant relations was pending in the state legislature. Con-
sequently the Collegian dedicated that semester's special feature
to landlord-tenant problems. Again the CRB received a great
deal of attention throughout the publication. One section of
the special feature discussed the highlights of a CRB publication,
the "Tenants Handbook" (Sandblade and Retrum, 1973). This 74
page guide to off-campus housing was one of the many CRB activi-
ties in the protection of tenants rights. The CRB was cited
as the only existing agency available to help students with
their renting complaints and credited for having been a major
force in gaining passage of an ordinance by the City of Manhattan
on landlord-tenant relations, particularly the escrow ordinance.
The publication discussed in detail the pending landlord-tenant
legislation with respect to how students might be protected and
how the CRB would be able to deal with student renting complaints
more effectively if this legislation was passed into law. (Ex-
amples of these articles appear in Appendix F.)

As a result of an article written by Dr. Richard L. D.

Morse for the International Consumer entitled "University Stud-

ent Consumer Action”, the CRB was honored with a visit from a

foreign student. The student traveled from France to K-State



after reading about the CRB in the Morse article and wanted to
learn more about the program first-hand in the hope of establish-
ing a similar service at his university. This event received
front page headlines in the Colliegian -- "CRB HOSTS FRENCH GUEST",
again giving K-State students more exposure to the CRB., (See
Appendix G.)

An article entitled "Advice for Sale" appeared in Dimen-
sions, an annual publication of the Center for Student Develop-
ment (Zwingelberg, 1973). The article described a brief history
of the CRB, listing the procedures used for handling complaints
and giving a few examples of complaints handled by the Board.

Dimensions is distributed at the beginning of each semester to

all freshman and transfer students for the purpose of acquaint-
ing new students with campus activities and services available.
This is a part of the Freshman Orientation Program at K-State,
an through it the Consumer Relations Board was afforded another
opportunity to reach the students at K-State.

In addition to the press coverage, there have been other
media sources through which K-State students were exposed to the
CRB. On two occasions the CRB participated in programs on the
campus TV station (MTV-2). The first such program involved an
interview session of three Board members which covered all
aspects of the consumer protection program at K-State. The
second program invelved two Board members in an interview con-
cerning new landlord-tenant legislation pending in the state
legislature.

The university radio station KSDB also provided student



listeners with consumer protection information when CRB repre-
sentatives discussed on two separate programs the problem areas
of auto-repair and product safety.

In 1973 the CRB expanded its consumer protection service
to the Manhattan community. This was made possible through the
co-operation ¢f the Manhattan Chamber of Commerce, On September
17, 1973, a branch office of the CRB was established in the
Chamber office located in downtown Manhattar, Kansas.

The Collegian printed a series of stories giving a step by
step account from the CRB's first contact with the Chamber up
through the opening of the new branch office. Headlines which
read "CRB Seeks Merger" and "CRB Opens Shop Downtown" appeared
frequently in the student press for a month. (See Appendix H.)

A few months after the downtown office was open, Mr. Lance
Burr, Chief of the Consumer Protection Division of the Kansas
Attorney General's Office visited the office. He endorsed the
program as "one of the first in the nation" and that the "X-
State CRB was top flight". This event received front page head-
lines in the November 13, 1973, Collegian which read "Burr lauds
K-State CRB". (See Appendix I.)

Each semester members of the CRB are reguested by various
instructors to speak to their classes on the subject of consumer
protection and education. This provid:s a very good opportunity
for direct communication with students about the CRB. Classes
in Business Administration, Arts and Science, Veterinary Med-
icine and Home Economics, ranging in size from 30 to 200 students,

have heard student CRB representatives speak abcut consumer



protection and the service available to students. CRB repre-
sentatives spoke to "Family Economics" which, in the College of
Home Economics, is a required course of all undergraduates. CRB
also worked closely with an instructor of a newly introduced
course for freshman, "Corsumer Action".

Each year the CRB in co-operation with the Union Program
Council co-sponsors a "Consumer Education Workshop" for the
benefit of all who wish to attend. Information on topics such
as door-to-door sales, auto-repair, buying insurance and credit,
have been presented by various experts in those fields. These
programs are informal and provide an unusual opportunity for
students not only to hear the resource people, but to ask them
questions as well. (See Appendix J.)

Probably the greatest public exposure of the CRB came about
through its pursuit of a complaint filed by a student. The
problem was settled only after the CRB picketed a local gas
station. This action attracted newspaper and radio reports over
an entire week. The Collegian ran a front page story four days
in a row. Each story described details of the complaint from
the filed complaint up through the picket. (See Appendix K.)

Thus, CRB has been an active student organization dedicated
to serving fellow students at K-State in their needs for con-
sumer education and protection. In recognition of this and in the
hope of improving the Board's service to students, it seemed
appropriate and opportune to initiate a study which might indicate
the effectiveness of the CRB. The major purpése of this study,

therefore, was to determine if students at K-State were aware of



the CRB and if so, to what extent. Other purposes were to deter-
mine student perception of consumer problems and to discover
student attitudes and reactions to existing consumer protection

agencies.

Related Studies

Four recent unpublished studies have been made concerning
the CRB. Mr. Ken Hindman, a senior in Business Administration
studied student satisfaction of complaint handling. The study
included demographic data, such as sex, marital status, parental
occupations and education levels and hometown size. Hindman
concluded that of 26 students surveyed who had filed complaints
with the CRB, 75% were highly satisfied with the service they
received (Hindman, 1974).

Ms. Connie Hoerman, a student in Family Economics and a
member of the CRB conducted a telephone survey to measure the
community awareness of the Manhattan Consumer Business Relations
Center (MCBRC) (Hoerman, 1974). The CRB student volunteers were
of the opinion that the office in the Chamber of Commerce was
not being patronized by the citizens of Manhattan. The CRB
suggested that the Chamber of Commerce underwrite an advertising
program for the MCBRC. The Chamber felt that the public was
sufficiently aware of the complaint service and questioned the
need to advertise. The study revealed that of the 666 people
surveyed, 56% had heard about either the CRB or the MCBRC. Of

these, 38% knew about the CRB, 19% knew about the MCBRC and 43%



knew about both the CRB and the MCBRC. When these 56% were
asked if they would seek assistance from either one of these
organizations, 84% said "yes", 7% said they "did not know" and
9% said "no". The study concluded that non-university people
needed more informatién about the MCBRC. The results were
presented to the Chamber of Commerce for their consideration of
funding an advertising program for the MCBRC. (Complete results
of the Hoerman study are in Appendix L.)

In a study conducted by Mr. Dan Martin a student in Political
Science and the Student Senate's Parlimentarian, student opinions
of the Student Governing Association's priorities and funding of
23 student organizations were polled. This study provided a
comparison of the CRB with the other 22 programs and services.
Martin concluded that 83% of the 150 students surveyed supported
continued funding of the CRB and 79% stated they knew about the
services provided by the CRB (Martin, 1974). The results were
reported to Student Senate.

The availability of consumer protection services in Manhattan,
Kansas and an evaluation of those services was the subject of a
study by Mr. Archie Moore, a graduate student in Education, for
a research project in Urban Sociology. The information for this
study was obtained through personal interviews with local and
state agencies. The Manhattan Chamber of Commerce, Office of
Human Resources, Police and the CRB were the local consumer services
evaluated. The Topeka Better Business Bureau and the Consumer
Protection Division of the Attorney General's Office as well as

the Federal Trade Commission were th: state agencies evaluated



10

in the study. Mr. Moore conciuded that the only active consumer
protection service immediatly available tc the Manhattan commun-

ity were the Cffice of Human Resources and the CRB (Moore, 1972).

OBJECTIVES

The purpose of this study was to determine the penetration
the CRB has had on the student populace of Kansas State University.
The specific objectives of the study were:

To measure the level of awareness of the CRB among
KSU students.

To détermine the sources of information through which
KSU students became aware of the CRB.

To determine the kinds of consumer problems experienced
by students.

To test for significant differences in these measures
and between different groups of students classified by

class, curriculum, sex, marital status and residence.

PROCEDURE
Selection of Sample

The dat: for this study were obtuined in April of 1974,
from a random sample of currently enrolled students at Kansas
State University. The Data Processing Department was respon-

sible for providing this researcher with the sample. This was



11

arranged through the counsel and assistance of Dr. Donald Hoyt,
Director of the Office of Educational Resources at KSU.

The current enrollment at the time of the study was 14,770.
From that total a random selection of 3.5% or 510 persons was
drawn. A random selection of three digits from each student's
social security number, excluding the first and second digits,
was used in selection of the sample. For drawing this sample,
the three digits were the third, sixth and seventh number, i.e.
551 for a student's number of 515-48-5157. The total 14,770
population was sorted numerically accerding to the three digit
code. From that order the first 510 were selected for the sample.
The sample included information about each student. Class,
curriculum, sex and marital status were coded by each student's
name and address. 1In addition the Data Processing Department

provided mailing labels for each student.

Survey Distribution

The survey was mailed with a cover letter frem Dr. Donald
Hoyt, Director of the Office of Educational Resources explaining
the study, requesting the student's cooperation, and assuring
that the survey was confidential and that no one would be
identified with any of the information given. A stamped addressed
envelope for returning the survey was also included in the mailing.
The return addéress used for this study was the Student Governing
Associaticn Office in the K-State Union. (A copy of the letter
is on page 12.)

As a2 fcllow-up of the mailed survay, 74 students were
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'{h MANSAS STATE UNIVERSITY

Office of Educational Resources
Fairchild Hall

Manhattan, Kansas 86504
Phone 913 532-5712

April 24, 1974

Dear KSU Student:

I have been asked to assist in completing the final stage of a long-
term research project. This stage requires some information about how
students view consumer problems and the mechanisms used to help resolve
them.

Your name was one of a random sample of 500 students who were selected
to answer the questions on the enclosed form. Because we are polling only
a sample of students, our results may be biased unless we hear from every
student in the sample. Of course, your answers will be treated as strictly
confidential. No record will be kept of the replies from individual students;
our need is for information about the University as a whole.

For your convenience, a self-addressed, stamped envelope is enclosed.
Thank you in advance for your help.

Yours very truly,

Tt P flf?—_

Donald P. Hoyt
Director

Jb

Enclosures
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contacted by telephone as a reminder to return the survey. It
was not possible to contact all who had not responded, because
the semester ended before all the calls could be made.

The survey schedule consisted of one page. It appears in
reduced form on page 1l4. The response to each question on the
survey was given a numbered code for the purpose of key punching.

Each was given a 6 digit code, placed in the upper right
hand corner of the page. This code identified the individual by
class, curriculum, sex, marital status and the student's numerical
standing in the 510 student sample. This code was later key
punched along with the responses to the survey questions. (A
copy of the codes used is in Appendix M,)

Information for the first three of the six digit code was
obtained from the random sample print out. For example, if the
six digit code was 264-078, the first digit represented the
student's class, and in this case the 2 refers to sophomore. The
second digit represented the student's curriculum; the 6 refers
to Home Economics. The third digit represented sex and marital
status; the 4 refers to married female. So, the individual is
identified as a married female, majoring in Home Economics in
her sophomore year. The last three digits in the code (078) meant
only that this survey was number 78 out of the 510 total.

Student living arrangements also were coded. The first
question on the survey asked for the student's living arrangement.
This was necessary because it was difficult to determine accurately
from the address provided on the computer print‘out, where each

student lived. Living arrangements were divided into five areuas



7.

8.

9.

10.

11.

12,
13.
14.
15.
16.
17.
18,
19.

20,

STUDENT SURVEY Illzisiihlslsl

Living arrangements: _ (1) In a residence hall
__ {2) In & fraternity or sorority
__ {3) With parents or relatives in Manhattan
_ (&) Outside of Manhattan

(5) In an apartment, trailer, private room or house
in Maphattan (not with relatives)

If someone asked you if you knew what
the Consumer Relations Board is, could
you tell them? {1)Yes {2) No

Are you familiar with the Consumer
Relations Board procedures for
bandling complaints? (1)Yes (1)Partially (2) No

Do you consider the Consumer
Relations Board to be a valuable
service to students at E-State? (1)Yes (2) No

Have you ever taken a complaint
to the Consumer Relations Board?

How effectively do you believe the following would be im helping you
resolve a consumer complaint?
MOBRE VERY
(1)NO HELP (2)SOME HELP (3)AVERAGE (4)THAN AVERAGE (5)HELPFUL

Attorney General's Office

Better Business Bureau

Chamber of Commerce

Consumer Relations Board

Private Attorney

Your Friends

Your Parents

Other

From what source did you first become aware of the Comnsumer Relations Board?

{Check one)
(1) classroom ____(6) Television (ESU MIV-2)
—__(2) Freshman Oriemtation (7)) vWord of mouth
—(3) E-State Collegian ____(8) Other
__ {4) Radio
___(5) Student Governing Association ___ (9) Not aware of Consumer Relations Board

Which of the following do you believe to be consumer problem areas worthy of
attention and study by the Consumer Relations Board?

(Check as many responses as applicable)

___(21) Automobile repair ___(28) Prescription Drugs
_(22) credit Cards __(29) Record Clubs
__(23) Door to door salesman ___ (30) Rental Housing
__(24) Book Stores __ {31) Television repair
__(25) Laundry & Dry Cleaning ___(32) oOther

{26) Life Insurance
(27) Magazine Subscriptions (33) None of the above

14
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and given a number code for key punch purposes.

Tests of Significances

Chi Square values were computed to measure the significance
of differences in response from students grouped by curriculum,

sex and marital status, living arrangements, and classification.

RESULTS AND DISCUSSION

Of the 510 schedules mailed, 383 were returned. Two of the
383 were returned with the 6 digit identification code torn off,
making these two schedules useless for this study. Three were
returned by the Post Office, stating that the occupant no longer
lived at that address and there was no forwarding address.
Three of the students were living in Kansas City engaged in student
teaching. Two of the sample had dropped out of school. The 381
students responding to the survey were 76% of the 502 potential
respondents. A comparison of those responding and not responding
according to their classification, curriculum, sex and marital
status and living arrangement, is presented in Table 1. There
was no significant difference in the response rate of students

by category.

Level of Awareness

The first objective of the study was to determine the level

of awareness cf the CRB among KSU students. In pursuit of this
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Table 1. Response of students to survey

Student response

Students Number Percent
Did Did All* Did Did
not net

Classification, all 381 119 502 100 100
Freshman 86 21 107 —23 ~18
Sophomore 85 25 110 22 21
Junior 66 27 93 17 23
Senior ' 90 31 121 24 26
Graduate 54 15 69 14 13
Curriculum, all 381 119 502 100 100
Agriculture 38 10 48 10 T 8
Architecture 22 9 31 6 8
Arts & Science 131 49 180 34 41
Business Admin. 36 15 51 9 13
Education 25 11 36 7 9
Engineering 20 8 28 5 7
Home Economics 60 3 63 16 3
Veterinary Medicine 8 2 10 2 2
Graduate Masters 33 10 43 9 8
Graduate Ph.D. 8 2 10 2 2
Sex & Marital Status, all 381 119 502 100 100
Unmarried male 160 ~80 740 67
Unmarried female 158 24 182 41 20
Married male 37 9 46 10 8
Married female 26 6 32 7 5
Living Arrangements, all 381 119 502 100 100
Residence hall 138 ~44 182 36 37
Fraternity or Sorority 47 14 61 12 12
With parents 14 1 15 4 :
Outside Manhattan 21 1 22 6 1l
Apartment 16l 59 220 42 50

Of the 510 in the sample, 8 did not have an opportunity to
respond anéd 2 were returned with the identification code
removed .
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a series of four questions was asked and the results are
summarized in Table 2.

In response to the first question: "If someone asked you if
you knew what the Consumer Relations Board is, could you tell
them?", 60.4% responded favorably. There was an upward and
significant progression from freshman to senior. The response
was not significantly different among students grouped by sex
and marital status, but were by classification, curriculum and
living arrangements.

In response to the second gquestion: "Are you familiar with
the CRB procedures for handling complaints?", 43% said "yes".
Again there was a significant increase in percentage response from
freshman to senior. Also, significantly higher were the home
economic and business administration students.

The third question: "Do you consider the Consumer Relations
Board to be a valuable service to students at K-State?", received
a favorable response of 90%, with significance in all categories
except curriculum, despite the 100% response of the home economic
students.

The fourth question in the series: "Have you ever taken
a complaint to the CRB?", received a 4.5% favorable response and
there was no significant difference among the students.

Another ¢pproach to measuring the level of awareness was
made by asking students to rate the CRB and six other alternatives
for their effectiveness on a five point scale ranging from 1,
representing "no help", to 5, representing "very helpful” in

handling consumer complaints. The results are summarized in Table 3.



Table 2. Favorable response to questions concerning the

Consumer Relations Board.

18

Percent response favorable

Students No. Knew Knew Is Have
about about CRB used
CRB CRB val- CRB
proce- uable
dures
Classification, all 381 60,4*%*% 42 8% 89,8%* 4.5
Freshman —86 . 32.6 84.9 3.5
Sophomore 85 6l1.2 43.5 97.6 0.0
Junior 66 65.2 50.0 93.9 6.1
Senior 90 72.2 5L.1 g88.9 6.7
Graduate 54 6l.4 20.2 82.3 8.8
Curriculum, all 381 60.4%* 42.8% 89.8 4.5
Agriculture —38 ST 47.2 92.1 2.6
Architecture 22 40.9 31.8 84.6 9.1
Arts & Science 131 51.1 32.1 87.0 1.5
Business Admin. 36 75.0 6l.1 91.7 i
Education 25 56.0 44.0 84.0 4.0
Engineering 20 65.0 30.0 95.0 0.0
Home Economics 60 80.0 65.0 100.0 5.0
Veterinary Medicine 8 62.5 1z2.5 81.5 12.5
Graduate 41 63.4 305 79.9 9.3
Sex & Marital Status, all 381 60.4 42,8 89.8 4.5
Unmarried male 160 55.6 43.8 88.1 1.7
Unmarried female 158 61.4 41.8 94.3 4.4
Married male 37 73.0 40.5 83.8 8.1
Married female 26 65.0 46.2 80.8 0.0
Living Arrangements, all 381 60.4 42.8 89.8% 4,5
Residence hall 138 50.7 36.2 91.3 1.4
Fraternity & Sorority 47 57.4 40.4 89.4 2.1
With parents 14 78.6 50.0 92.9 r o |
Outside Manhattan 21 47.6 42.9 61.9 4.8
Apartment 161 69.6 48.4 91.9 y R
*p<.05

**p<.01
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Table 3. Assessment by students of the effectiveness of
agencies and persons in handling consumer complaints.

Average assessment score#
(arranged in order of magnitude)

Students No.

CRB Pri- Better Attor-
vate Busi- ney
attor- ness Gen-
ney Bureau eral

Classification, all 381 3.8 3.7 3.6 2.5
Freshman 86 3.7 3.6 3.6 2.4
Sophomore 85 3B 3.8 3.2 245
Junior 66 3.9 3.7 3.6 2.3
Senior 90 3.8 3.5 3.5 2.5
Graduate 54 3.7 3.5 3.4 3.4

Curriculum, all 381 3.8*%* 3.7 3.6%% 2.5
Agriculture 38 Bl 3.6 3.7 2.4
Architecture 22 3.9 3.4 3.7 2.7
Arts & Science 131 3.8 3.7 3.7 2.6
Business Admin. 36 3.8 3.8 3.1 3.6
Education 25 3.7 3.5 3.3 2.4
Engineering 20 3.6 3.8 3.7 1.5
Home Economics 60 4.1 3.5 3.3 1.5
Veterinary Medicine 8 3,5 3.7 3.6 1.2
Graduate 41 3.6 3.7 2.9 2.0

Sex & Marital Status, all 381 3.8 3.7 3.6 2.5
Unmarried male 160 3.6 3.7 3.5 2.4
Unmarried female 158 4.0 3.5 3.6 2.4
Married male 37 3.8 3.9 3.4 2.4
Married female 26 3.8 3.8 3.4 2.7

Living Arrangements, all 381 3.8 3.7 3.6 2.5
Residence hall 138 3.7 3.6 3.6 2.3
Fraternity & Sorority 47 4.0 T 3.5 2.5
With paren:s 14 3.8 3 T 3.6 2 i
Outside Manhattan 21 3:5 3.8 3.6 2.7
Apartment 161 3.9 3.7 3.4 2.5

#Arithmetic mean score. Scale: 1 - no help, 2 - some help,
' 3 - average, 4 - more than average,
and 5 - very helpful

**p<.01
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Table 3. (continued
Average assessment scoret
(arranged in order of magnitude)
Students
Cham- Your Your
ber of par- fri-
Com~- ents ends
merce
Classification, all 2.5 2.3% 2.2
Freshman 2.4 2.6 2.2
Sophomore 2.4 243 2.2
Junior 2.8 2.7 2.2
Senior 2.5 2.2 1.9
Graduate 2.1 2.0 1.9
Curriculum, all 2.5 2.3 2.2
Agriculture 2.4 2.0 1.9
Architecture 3.0 2:5 1.9
Arts & Science 2.6 2.5 2.2
Business Admin. 2.4 2.6 2.2
Education 2.4 22 1.9
Engineering 2.6 2.4 Ziu3
Home Economics 2.3 2.5 2.1
Veterinary Medicine 2.6 2.8 2.3
Graduate 2.2 2.7 2.0
Sex & Marital Status, all 2.5 2, 3%% 2.2

X
X
]

Unmarried male

Unmarried female 245 2.5 2.2
Married male 2.6 2.0 1.9
Married female 2:3 1.7 2.0
Living Arrangements, all 2.5 2.3 2.2
Residence hall 2.5 2.5 2.1
Fraternity & Sorority 2.4 2.6 2%
With parents 2.8 2.7 2.0
Outside Manhattan 2.4 2.0 2.0
Apar tment 2 2,2 2.1

#Arithmetic mean score. Scale: 1 - no help, 2 - some help,
3 - average, 4 - more than average,
and 5 - very helpful

*p<.05
*EpT L0l
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The CRB was highest, with an average score of 3.8, followed by
"Private Attorney" (3.7), "Better Business Bureau" (3.6), "At-
torney Generals Office" and "Chamber of Commerce" (2.5), "Your
Parents" (2.3), and "Your Friends" (2.2). These differences
were significant.

Space was also provided to write in a response if the
choices given were not applicable or as an addition to the
selection already made. There were 18 written responses for
"Other effective alternatives", which made up 4.7% of the re-
sponse. They were as follows: Go back to the owner (6), Fed-
eral Trade Commission (2), Virginia Knauer's Office (2), Boycott
(2), Lynn Pickett column (2), Family Economics Department (1),

City Commission (1), Dr. Richard Morse (1), and the Police (1).

Sources of Information

The second objective of the study was to determine the
sources of information through which students first found out
about the CRB. The student was asked to select one of seven
sources. The results are summarized in Table 4. The most
frequently cited sources were "Word of Mouth and the "K-State
Collegian" with 19.4%, followed by "Classroom" (14.4%), "Orienta-
tion" (5%), "Student Governing Association" (3.7%), "Radio" (2.9%)
and "Television" (1.6%).

There were 18 written responses for "Other sources of in-
formation", which made up 4.7% of the response. They are as
follows: This survey (3), Vicker's cas station picket (3),

Hospitality Day (1), Union Activities Board (1), Mr. Lance Burr
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Table 4. Initial source of awareness of the Consumer Relations

Board.

Source of awareness
(arranged in order of magnitude)

Students No.
Col- Word Class- Ori-
leg- of room enta-
ian mouth tion
(Percent of students in category)
Classification, all 381 19.4 19.4 14.4 5.0
Freshman 86 7.0 10.5 I5.T 15.T
Sophomore 85 1543 31.8 10.6 3.5
Junior 66 27.3 19.7 16.7 1.5
Senior 90 21.0 16.7 21.0 2.2
Graduate 54 31.7 18.5 7.3 0.0
Curriculum, all 381 19.4 19.4 14.4 5.0
Agriculture 38 34,2 15.8 7.9 2.6
Architecture 22 22.7 18.2 9.1 9.1
Arts & Science 131 15.3 22.9 6.1 4.6
Business Admin. 36 16.7 8.3 19.4 16.7
Education 25 20.0 20.0 12.0 0.0
Engineering 20 20.0 30.0 10.0 5.0
Home Economics 60 8.3 20.0 43.3 5.0
Veterinary Medicine 8 37.5 0.0 12.5 0.0
Graduate 41 33.9 12.0 4.5 0.0
Sex & Marital Status, all 381 19.4 19.4 14.4 5.0
Unmarried male 160 23.8 17.5 8.8 6.9
Unmarried female 158 12.0 22.2 21.5 4.4
Married male 37 32.0 18.9 8.1 2.7
Married female 26 19.2 15.4 15.4 0.0
Living Arrangements, all 381 19.4 19.4 14.4 5.0
Residence hall 138 15.9 17.4 13.0 9.4
Fraternity & Sorority 47 10.6 25.5 17.0 2.1
With parent:. 14 21.4 42.9 21.4 7.1
Outside Manhattan 21 18.6 9.5 4.8 0.0
Apartment 16l 23.6 18.6 15.5 2.5
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Table 4. {continued)

Source of awareness
(arranged in order of magnitude)

Students
SGA Ra- Tele- Other Not
dio vis- Aware
ion

(Percent of students in category)

Classification, all 3.7 2.9 1.6 4.7 28.9
Freshman 1.2 3.5 0.0 n B 46.5
Sophomore 2.4 3.5 2.4 7.1 23.5
Junior 9.1 3.0 0.0 0.0 22.7
Senior 3.3 1.0 2.2 8.9 23.3
Graduate 4.9 2.4 4.9 7.3 31.4

Curriculum, all 3.7 2.8 1.6 4.7 28.9
Agriculture 2.6 5.3 0.0 246 28.9
Architecture 0.0 0.0 4.5 0.0 36.4
Arts & Science 4.6 3.1 2.3 2.3 38.9
Business Admin. 5.6 5.6 0.0 13.9 13.9
Education 0.0 0.0 0.0 16.0 32.8
Engineering 5.0 0.0 0.0 0.0 30.0
Home Economics 3.3 1.7 0.0 33 15.0
Veterinary Medicine 0.0 12.5 0.0 0.0 37.5
Graduate 3.1 1.5 3.1 9.3 32.6

Sex & Marital Status, all 3T 2.9 1.6 4,7 28.9
Unmarried male 5.0 2.5 1.9 3.1 30.6
Unmarried female 1.9 3.8 0.6 5.l 28.5
Married male 5.4 2.7 0.0 5.4 24.3
Married female 3.8 0.0 Y 11.5 26.9

Living Arrangements, all 3.7 2.9 1.6 4.7 28.9
Residence hall T7 1.3 0.0 I 36.2
Fraternity & Sorority 10.6 2wl 0.0 2.1 29.8
With parents 0.0 0.0 0.0 0.0 Z.0
Cutside Manaiattan 4.8 0.cC 0.0 4.8 47.0
Apartment 3.7 2.5 E Iy 8.1 21.7
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(1), University for Man (1), posters and signs (l), University
Learning Network (1), from a CRB member (1), my roommate (1),

my parents (1), my brother (1), my wife (1), and Dick Retrum (1).

Consumer Problems Experienced

The third major objective of the study was to determine
the kinds of consumer problems experienced by students. The
students were asked, "Which of the following do you believe to
be consumer problem areas worthy of attention and study by the
CRB?". The results are summarized in Table 5. The high was
Rental housing with 79%, followed by Automobile repair (67.2%),
Door-to-door salesmen (56.4%), Life insurance (56%), Record
clubs (45.1%), Magazine subscriptions (37%), Book stores (33%),
Credit cards (31.5%), Television repair (31%), Prescription
drugs (28.1%), and Laundry & Dry cleaning (12.1%).

There were 34 written responses for "Other consumer problem
areas", which made up 8.9% of the response. They are as follows:
food prices (5), gas prices (3), telephone company (2), medical
care (2), doctor's (2), clothing stores (2), health insurance
(2), gas stations (1), dental care (l), telephone salesman (1),
labeling and packaging (1), health spa's (1), bicycle sales and
service (1), student wages (1), stereo repair (1), Aggieville
merchants (1), Walmart Discount Stores (1), KSU Union prices (1),
mail order houses (1), unsolicited gifts (1), student activity

fee (1), Manhattan Typewriter Company (1), and consumer loans {(l).
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Table 5. Consumer problem areas worthy of attention and
study by the Consumer Relations Board.

Rental Auto- Door Life

Students NG hous- mobile to door insur-
ing repair sales- ance

men
(Percent favoring CRB action)
Classification, all 381 78.7 67.2 56.4 55.9
Freshman B6 i P 75.6 533 47.7
Sophomore 85 78.8 58.8 56.5 56.5
Junior 66 77.3 66.7 57.6 53.0
Senior 90 83.3 63.3 57.8 64.4
Graduate 54 87.9 68.0 72.0 68.8
Curriculum, all 381 78.7*% 67.2 56.4 55%.9
Agriculture 38 65.8 60.5 55.3 50.0
Architecture 22 85.5 77.3 59.1 54,5
Arts & Science 131 76.3 65.6 50.4 56.5
Business Admin. 36 88.9 75.0 61.1 58.3
Education 25 2.0 60.0 76.0 44.0
Engineering 20 60.0 60.0 40.0 65.0
Home Economics 60 78.3 68.0 63.3 56.7
Veterinary Medicine 8 87.5 50.0 62.5 87.5
Graduate 41 78.4 70.7 53.8 52.2
Sex & Marital Status 381 78.7 67.2 56.4 55.9
Unmarried male 160 76.9 64.4 51.3 53.8
Unmarried female 158 79.7 68.4 6l.4 58.9
Married male 37 75.7 73.0 56.8 62.2
Married female 26 88.5 69.2 57.7 42.3
Living Arrangements, all 381 78.7 67.2*%* 56.4 55,9
Residence hall 138 73.2 69.6 T8.0 52.9
Fraternity & Sorority 47 83.0 74.5 58.3 57.4
With parents 14 71.4 71.4 64.3 57.1
Outside Manhattan 21 81.0 71.4 61.9 57.1
Apartment 161l 82.6 621 54,0 57.8
*p<.05

**p<.01



Table 5. {continued)

Record Maga- Book- Credit Tele- Pre- Laun-

clubs zine stores cards vis- scrip- dry &
sub- ion tion dry
scrip- repair drugs clean-
tions ing

(Percent favoring CRB action)

45.1 37.0 32.8 31l.5 31.0 28.1 12.1
47.7 43.0 31.4 32.6 3V e 21.9 Byd
49 .4 353 37.6 27«1 2852 30.6 16.5
48.5 39.4 31.8 33.3 30.3 18.2 12.1
36.7 35.6 33.3 33.3 30.0 26.7 12,2
49.6 44.5 15.1 36.8 26.3 44.9 6.6
45.1 37.0 32.8 31.5 3l.0 28.1 12.1
50.0 39 =5 26.3 21.1 23.7 2Ll 5.3
3i.8 27.3 40.9 31.8 40.9 22.7 13.6
50.4 38..2 37.4 31.8 3045 28.2 13.0
44.4 36.1 30.6 41.7 41.7 27.8 8.3
24.0 40.0 24.0 40.0 32.0 36.0 16.0
30.0 30.0 30.0 15.0 25,0 15.0 10.0
51,3 46.7 30.0 35.0 AL 26,7 15.0
50.0 375 37«5 37:5 25.0 50.0 12.5
49.4 29%3 338 47.7 30.8 27.4 12,3

45,1 371.0 32.8 31 .5% 3150 28.1* 12,1
4275 30.6 55,0 250 25.6 21.8 7.5
51.3 43.0 31.6 39.2 33.5 32.9 15.8
37.8 32.4 35.1 24.3 35.1 216 10 8
34.6 46.2 23,1 34.6 42.3 46.2 19.2

45.1%* 37.0 32.8 3145 31.0* 28 .1 12.1
5346 38.4 32.6 32.6 36.2 3L..% 12.3
38.3 31.9 29.8 29.8 25.5 277 12.8
42.9 42.9 50.0 5uT 21.4 21.4 14.3
23.8 38.1 28.6 180 57.1 333 9...5

42,9 36.6 32.9 32.3 25.5 24.8 11.8

*p<.05



27

Differences Between Students

The fourth objective was to test for significant differ-
ences between the students grouped by their classification,
curriculum, sex and marital status and residence. These are

reported for each of the major areas of study.
Awareness

The statistical analysis of response to the four questions
concerning awareness indicated some significant differences in
response by students grouped in four categories (See Table 2).

As mentioned previously upperclassmen were more aware of the
CRB than were underclassmen. They also knew about the Board's
procedures and had filed complaints more than underclassmen.
This seems reasonable considering that juniors and seniors had
more opportunity to be exposed to the various sources of infor-
mation about the CRB. Nevertheless, a high percentage of
sophomores and juniors considered the CRRBR valuable.

There was a significant difference in student response by
curriculum. Students in two major fields of study, home economics
and business administration, were considerably more aware of the
Board and how it operates than students in other curriculums.

The CRB leadership has come from the Department of Family Economics
in which consumer education and related subjects are major

fields of study, also CRB leaders have been frequent guest

speakers in business administration classes. The study further

indicates that students living in residence halls and apartments
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consider the CRB more valuable than students living in frater-

nities and sororities.

Assessment

There was a significant difference in student response by
classification, curriculum and sex and marital status when asked
to rate the effectiveness of the CRB and six other alternatives
in handling consumer complaints. Students in home economics
gave the CRB the highest rating of all other curriculums. The
Better Business Bureau received its lowest ratings from students
in business administration, home economics and graduate school.
"Your parents", was rated low in effectiveness and received
significantly low scores from seniors and graduate students as
well as married males and females. This may reflect a sign of
maturity in the upperclassmen and independence among the married

students.

Sources

There was little difference in students response to their
sources of information about the CRB. (See Table 4). Although,
"Orientation" received a 5.0% response overall as a source of
information, it received a 15.1% response from the freshman.

The COrientation Program at K-State provides freshman and tranzfer
students with their first exposure to the campus as to available

student services and activities. It would seem that the CRE

was effectively presented in the Orientation Program provided by

the Center for Student Uevelopment.
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The K-State Collegain was a major source of information.
Students living in what could be considered off-campus housing
used the Collegian more than those living on campus. The Student
Governing Association was a major source according to students
living in fraternities and sororities. Television was a major
source according to students living in apartments.

Classroom received the highest percentage response from
students in home economics. This 43.3% response might be explained
by the fact that all students in home economics are required to

take the course Family Economics in which consumer problems

and the CRB are discussed. This course is usually taken during
the sophomore or junior year. However, freshman may have had
exposure to the activities of the CRB in the newly introduced

course Consumer Action.

Consumer Problems

The overall results in terms of consumer problem areas
clearly point out that rental housing is considered by all to
be the number one problem of the eleven listed. The highest
(95.5%) was from students in architecture. Automobile repair
was considered a major consumer problem area by students living
in fraternities and sororities. Television repair was considered
a major problem area by those living outside of Manhattan.
Students living in residence halls considered record clubs to
be a major consumer problem area.

Credit cards and prescription drugs as consumer problem

areas were not considered major proklems. However, there were
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significant differences in response by sex and marital status.
Single and especially married females have a greater concern

for these areas than do single or married males.

CONCLUSIONS AND RECOMMENDATIONS

It can be concluded that students at KSU were not only
aware of the CRB, but considered it to be a valuable service,
Over 60% of the students replied that they knew about the CRB,
but 71% cited at least one source of their having heard about
the CRB, and 90% considered CRB valuable. Compared to other
availablé alternatives for handling consumer complaints, the
CRB received the highest rating for effectiveness.

By far the most common source of information about the CRB
was the K-State Collegian and word of mouth. The classroom also
stood out as a major source especially for the home economics
students. It is recommended that future CRB directors take note
of the relative effectiveness of various sources of information
to keep students informed about CRB activities, especially the
importance of the Collegian and the classroom.

Consumer problem areas of rental housing, automobile repair,
door-to-door salesmen, and life insurance continue to be major
concerns, thus indicating the need for continuous consumer educa-
tion programs conducted by the CRB to alert and inform students
about fraud and deception in these areas. It is perhaps important
to recognize that these same four ar=as comprise the majority

of complaints filed by students with the CRB. It is also
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recommended that efforts by the CRB in support of state consumer
protection legislation and in providing consumer education
workshops to inform students of their rights and responsibilities
as consumers continue to be a part of the CRB program.

The results confirm the Martin findings that the CRB is
recognized by the students as one of the most successful and
valuable student supported services at Kansas State University.
Thus, support of the CRB by the Student Governing Association
would appear to have been justified.

Evidence of the consumer problems experienced by students
and of the student's vulnerability in the market place suggests
that the consumer education and protection services of the
Consumer Relations Board will continue to be necessary.

It is recommended that the Student Governing Association
continue to give direction and support to the Consumer Relations

Board so that the Board can continue to meet the needs of students.
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APPENDIX A

PROCEDURES FGR HANDIING COMPLAINTS

CRB will make sure that all available avenues of griev-
ance settlement between the merchant involved and the
consumer have been attempted. This would include the
local manager and/or owner.

Complaint will be given to CER Grievance Committee for
evaluation. If the committee decides to handle the
complaint, Step 3. will be taken.

Written notification of the complaint will be sent to

the merchant by CRB by registered mail. CRB will request
the merchant to return a statement of expected grievance
settlement or alternate action within 10 working days
after receipt cf written notice. In addition to the
written notice, the merchant will receive a copy of the
verified complaint and a copy of the CRB procedures for
handling complaints.

If written notification does not bring about settlement
by a prescribed time, the CRB Grievance Committee will
personally confront the merchant concerning matters for
settlement of the consumer's grievance.

If Step 4. fails, information letters will be sent to
the Better Business Bureau and the Chamber of Commerce
for possible mediation. The letters will explain what
CRB has done up until the present time.

Subsequent to Step 5., the complaint will be submitted

to the Arbitration Board. If the merchant and the con-
sumer agree to submit their case to the Arbitration
Board, the Board will notify Loth parties when the arbit-
ration will take piace. If the merchant or the consumer
d¢o not agree to submit their case to the Arbitration
Board, Step 7. will be taken.

If resulcs are not forthcoming, the County Attorney will
be notified cf and briefed on the situation pending.

If itmes 1-7 bring no results, the Attorney General will
be enlightened as to the situation at hand.

If all other courses of civilized settlement fail, a
non-violent informative picket will be established to
publicly bring into view the complaint of the consuner.
The merchant will receive notice 72 hours Lefore +he
picket is to be established.
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Pot and pan handlers
peddle wares on campus

By CAROL BELL
Collegian Reporter

Female students are [reguent turge's ot
unauther:zed ations  on  campus
Hepresentativis of houseware siies companies
seek oul pateniial brides in sororiy houses and
women's dormutories,

Dick Ketrum, airector of the K-Swate Corsumer
Relate Bourd., said sditsmen wsinz high
pressure Lactis have been on campns recently. A
reprosentibive of a company seliirs pos and
pans, chma, glassware and silverware was
Manhatlan iast week atlempunz o pedale hs
wares in dorms and sorority houses

sal

RETRLUM SAID persons wishing 1o solwe:t on
campus or in Greek houses should have per-
mission from Jerry Liliy. a 0t vice
president for studentaffairs. Retrumiwarned that
salesmen may say they have authorizauon when
in fact they do not

Fruudulent salesmen sell their Cogtrageously
priced” merthandise by griung gir sign
conitracts, Helrum said. They katve several
common technigues for persuading students lo
sign centracts. They may v 1o osizklish
credihility by saving they are memoers of the
Betler Business Bureau, amber of Commerce
and olher such argamzablions,

“Anybody ran say that”
doesn'| mean a thing ~

Anolher cnmmon selling pont s The provision
that the contract may be cancelvd wiihun 72 hours
alter signing Retrumn warned that in such cases

Hetrum said. It

the contrsc! may say nodung about such a
provisiun . of ten does not even proside a phone
munter o vall far cancellaton

TIE SALES pitch may offer guarantees on
merchindi<e o mduce purchases.
“They will guarantes you anything 1o gel you to
£n & coutract.” sart “VWkat they really
FOUF money

oty cafered advice to prestdents and other
aficers of dermitores and sorority houses that
are spprozchea by salesmen wanting to salicil :n
the house or dorm He recommended that theea
steps be folivwea:

— Ask to see his dentification

— Ask fur hus Kansas Sales Tax Number. “B:
law. he must give you this informaton upot
request,” Hetrum sawd 11 he refuses, vou canbe
prelly sure there's semething shady about hus

Mperation

— Ask whatauthority or permussion he has for
a sales presentation on campus

— If ke vanzol produce sausfactory answers.

ask him 0 leave. 1f necessary, call the police to
fave fwm removed

“Be wbsolutels sure what vou are igrang.’” he
i ! the s s there a 72-hour
carnctllating po ImorA 10 gs

Hetrum further advised thal persons w
purchase housewares anu other such
stionld check prices of simudar mercnandize in
tcal stores nefore sigmng a contract

“You will probaoly tind that you can ge! the
same thang for hali the price.” he said

~aarnd

CRB investigation uncovers
fradulent advertising scheme

By KAREX ZWINGELBERG
Stall Writer

An investigation by the Con-
sumer Relations Board and the
Consumer Protection Division of
the altorney general's office nas
uncovered a fradulent advertising
scheme designed to rid students of
their money .

A classified ad which appeared
early in February in the Ceilez'an
promised sludents a two and cne-
third return on their oniginal in
vestment if they invested at least
$200.

WEHEN THE Consumer
Relations Board invesugzted the
ad, members found that a
graduate student was asking
studenls to invest their money 1n
an ol production business The
student told callers he could back

their investments with land he
owned in Hulchinson. He said the
land was worth $15 0§17
thousand

The Consumer Relshicns Board
sent the evidence to the Corsumer
Protection Davision,  After
examumag the evidence. Emery
Goad. a special agent of that of-
fice. decided to have a taikx with
the siudent about his investment
plans. In addition, the Kansas
Cuorporation Commission became
interested and decided 1o find out
whether the studrnt was licensed
lo sell securities in the state.

When questioned, the stident
coild nol subslentiate his ciams
that he owned land. The Kansas
Corporation Commussicn found no
evidence of his having a broker
dealer’s license to sell securities,

THE STUDENT told Goad he
was faking nioney from other
studznls to bail himseif out of
some $£.000 he had invested with
the o1l company He said he would
file a complaint with the atlorney
gencral’s oflice against the
company.

At this time. no action has been
laken against the student
However ke has been warned by
the atlorney general's office about
his aclions.

Dick Retrum. director of the
Consurner Relations Board, said
the board had not localed any
students as of yel who had com-
mitted money to the scheme.
However he advised any students
who thougil lhey had been
swindied In such a scheme o
contact the board.
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CREB valuable student service

Students here are fortunate in
having the K-State Consumer
Relations Board (CRB) available
for help and advice with consumer
problems. CRB. headed by Dick
Retrum, has office space in the
Student Governing Association
(SGA) office and receives funding
from Student Senate.

Retrum and other members of
the CRB are available to help
students with any consumer
problem either by merely giving
advice or, if necessary. by getting
- directly involved as a sort of
mediator, Since CRB was created
in. the fall of 1970, it has handled
nearly 1,000 complaints and has
found a satisfactory solution for
the consumer in every case. In
addition, many students have
sought and received advice from
CRB concerning problems that
did.not require action by the CRB.

The CRB has standard
procedures for dealing with any
complaint that requires action by
the board. The procedure includes
nine sleps, as follows (in slightly
condensed version);

1. CRB WILL make sure that all
available avenues of grievance
setllement between the merchant
and the consumer have been at-
tempted.

2. A CHB Grievance Committee
will evaiuate the complaint and
decide whether or not to handle it.
If so, step 3 will be taken,

3. Written notification of the
complaint will be semt to the
merchant by CRB.

4. If writlen notification fails to
bring about a settlement. the
Grievance Committee will per-
sonally confrent the merchant
concerning the complaint.

5. If step 4 fails, letters will be
sent to the Better Business Bureay
and Chamber oi Commerce for
possible mediation,

6. If both the merchant and
consumer agree to submit their
case to an arbitration board, that
will be dore. If the parties in-
volved do not agree to that course
of action, step 7 wili be taken.

7.1f results are not for-
thcoming, the County Attorney
will be briefed on the situation.

8. If item 7 brings no resulits, the
Attorney General will be informed
of the situation.

9. If all other courses of civilized
settlement fail, a non-violent
informative picket will be
established to publicly bring into
view the complaint of the con-
sumer. The merchant will receive
72 hours notice of such action.

IN ALL THE complaints CRB
has handled, only one case has
reached the last step. Retrum
noted that most complaints are
solved simply by contacting the
merchant,

“We serve as a mediator, a
third party, ard that’s usualiy all
it takes to reach a solution,”
Retrum said.

CRB handles many types of
complaints but many of them fall
into tour categories: iandlord-
tenant relations, duoor-to-door
sales. auto repair and insurance.

Besides handling individual
compiaints. CRB also tries to
educate students about consumer
protection. CRB projects have
included publication of the Tenant
Iandbook, a guide to off-campus
housing and holding a consumer
education worksnep series. In
May 1572, CEB hosted the First
National Conference on Student
Consumer Action.

The CRB also serves as a lob-
byist for con<umer interests
concerming consumer legislation.
Members ot the CRB have
testified several umes at com-
mittee hearings of the Kansas

Legislature on pending consumer
iegislation.

INTERNATIONAL recognition
was bestowed on the CRB when an
article about it was published in
the Winter 1972-73 issue of “In-
ternational Consumer', a
publication of the International
Organization of Consumers
Unions. As a result of that article,
the CRB has received many
requests for additional in-
formation. Among them were
requests from Japan and Israel.

The CRB has served as a model
for other colleges and universities
in Kansas wishing 0 set up
similar boards. K-State was the
first school in the state to have
such a board, but several others
have followed and have received
help and advice in their ventures
from members of the CRB.

1 could say much more about
CRB, but the above paragraphs
give at least a general idea of
what it is all about and how it can
help students. Don’t hesitate to go
to CRB if you have a consumer
complaint. It's one of the best
student services available in the
University.

iwansas State
Collegian

Thursday, September 13, 1973



Letter to the Editor

APPENDIX D

Student thanks CRB

Editor:

1 would like to thank the Con-
sumer Relations Board of SGA for
their advice and counsel con-
cerning a problem [ had a few
weeks age. By following their
suggestions, I was able to avoid
some unnecessary and unfair auto
repair costs.

Just knowing that their per-
sonnel and facilities were there
gave me the assuraice to stand up

for my rights and for fair treat-
ment.

I would strongly encourage
anyore with questions or
probiems involving their rights
to scek the aid and advice of the
Consumer Relations Board.

Tuanks again to Dick Retrum
and his staff,

LINDA TRIPP
Graduate in education

Kansas State Collegian

Thursday, June 28, 1973

Students thank SGA office

" Editor:

We recently were involved in

KA

contacts with a salesman whewas
soliciting illegally on campus.

After we realized he was a
fraud, we tried to get the
salesman to let us cancel our
contracts. He refused to talk to us,
much less let us get out of them.

We tock our problem to the SGA
office, where Dick Retrum,
Consumer Relations Board
director, and Den Weiner, student
atlorney, helped us get in contact
with the salesman and cancei our
conltracts.

We aporeciate the prompt and
friendly belp of the SGA office. We
feel this service is beneficial and

The Collegian welcomes
Ietters to the editor. Readers
may mail letters to the
Collegian, Kedzie 103, or
present them at the editorial
desk in the Collegian
newsroom.

worthwhile and any student with a

legal or consumer relations

problem should feel free to seek
their advice.

Cath_v Clements

Sophomore in music education

Sondra Holmgren

Sophomore in physical education
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SGA, Retrum
get thank-you

Editor:

I would like to take this op-
portunity to thank the SGA staff
and especially Dick Retrum for
their help in getting us out of a

bind.

We were at a loss as to what to
do until someone told us about
SGA and the good work they do.

I was glad to see the story on
SGA in the Collegian's (April 4)
special section. Maybe more
people will realize and benefit
from the value of SGA,

D. L. Knox
Seniqr in education




APPENDIX E

Kansas State Collegian

Wednesday, April4, 1973

Consumer

Consumer terms you should know

Better Business Bureaw — a
business organization which
receives and investigates con
sumer complaints, and is sup
ported by businesses. Manhattan
does not bave 2 BBB; the closest

one is in Topeka.

boycoit — n. the practice of
lhlhmh‘!run buymgnrnsmga
product or service.

caveat emplor — ‘let the buyer
beware'; seller is not responsible
for product unless guaranteed ina
warranty.

O T

dﬁeo\ﬂ.w-y Gmnl's Office —
division of the Kansas Attorney
General's affice which deals with
consumer cphum of fraud and
deception in business.

Censumer Protection Acl of 1968
— Kansas law which established
the Comsumer Proteclion
Division.

Consumer Relations Baord —
the K-State consumer action
group which solves student
consumer problems, located in the
SGA office.

credit bureau - an
erganization which keeps on file
the credit references and records
of consumers.

eredic life imsurance — in
surance guarantesing payment of
the unpaid portion of a loan if the
debtor should die.

Escrow — a wrilten agreement or
account holding money which is
deposited or kept oo record with a
third party until conditions of the
agreement are fulfilled.

Finance charges — the interest
assessed on charge account
balances pot paid within a certain
period, uwsually 30 days after
purchase.

Garnishment of wages — court
direction for emplayer to withhold
@ certain portion of an employe's
wages o pay the employe's
ereditora.

holder-in-due course doctrine —
allows retailers to sell credit
contracts 1o banks or [finance
companies who then collect the
credit debts from the consumers.

lien — n 3 legal right to hold
property or to have it sold or
applied for payment of a claim.

no-faglt Insurance — ftype of
insurance in some states where
insurance claims are not deter-
mined by fault and each person
involved in an accident collects
fram his own insurance company.

wdinry or whole lite l-nnlu
— life e with

term insarance — life insurance
for a stipulaled ‘erm of years
where a beneficiary can be pad
tace value of the policy upon death
of the insured. but nothing is paid
1f the insured survives beyond the
term.

security deposit — the money
collected from a tenant by a
landlord at the Gme a dwelling is
rented which is supposed to be
returned at the end of the rental
perind if the dwelling is left in
salisfactory condition and the
condtions of the rem::l agreement
are fulfilled.

UCCC — Uniform Consumer
Credit Code; Kansas Senate Bill
18; designed to provide uniform

paid throughout the lifetime of the
insured.

credit transactions in
the state.

Consumer workshop set

A um-day
workshop is planned for Apnl 18
and 19 at K-State. It is sponsored
by the Union Speakers Commiltee
and the Consumer Relations

Board.

A series of workshops will cover
six areas of interest Lo consumers.
Topics are insurance, door-to-door
salesmen, finance, product safety,

relations,
Leaders for the workshops will
include K-State students and

faculty r k as well as
government and business officials
from Manhattan and other areas
of the state.

Jennifer Jones, chairman of the
conference said the purpose of the
event is “to enable students and
community members to make
intelligent consumer decisions.”

Jones said the worlshop series
is open to anyone who is in-
terested. There are no fees or
registration required
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Authorities warn
against sales fraud

By SUSIE NU'SS
and CAROL BELL
Collegian Repariers

K-State students and Manhattan residents are often approached
by [radulent salespersons. Door-to-door sales, telephone calls and
newspaper ads are some of the various metheds used to atiract
customers.

**The first thing a person should do if approached by a door-to-
door salesperson is ask to see his license,” Dick Retrum, director
of Consumer Kelations Board. said

He explained that all salespersons must have a state license for
business from another state. The city of Manhattan does not
require a city license for out-of-staters, but does for in-state
businesses.

DOOR-TO-DOOR salespersons have several ways to gel
customers interested in their products. One popular line is to ask if
the customer received an advertisement in the mail. The customer
usually did not, but this gives the salesperson a chance 1o explam
what he or she is offering.

Ancther thing to watch for is return addresses. Thase who list
only a post office box may be trying 1o cover up somethng. They
may have moved recently or may not even have a I:w.ldug for
business.

One of the most common fraudulent business dealmg! is
misrepresentation by proprietary schools, according to Lance
Burr. Burr is head of the Consumer Protection Division of the
Kansas Attorney General's Office.

These dealings include vo-lech, on-the-job training, key punch,
modeling and other such schools. They usually advertise
guaranieed job placement for persons completing the course. But
upon graduation such persons frequentiy find that there are o
jobs available, Burr said

Various comparies have been on campus trying to get students
to buy their products or services. A recent fraudylent deal was
offered by a discount buying organization.

1t offered consumers a life-time subscription to a catalogue
which allowed them 10 buy products directly from the manufac-
turers and eliminate overhead costs. The consumer would end up
paying more than $400 and pever receive a magazne, Retrum
said.

ANOTHER COMPANY which sold linens went to several
sororities oz campus last semester. If the company went out of
business, the consumer would still have to pay & bank ar finance
company under the holder in due course doctrine. The consumer
might never have received the products.

Coupon fraudes may occur when hooks of coupens are sald.
sapposedly dImng discounts on merchandise. Burr said of such
coupon books, “Some are reasomahly legitimate; others are
outright fraudulent.””

Record, book and stereo tape clube often take advantage of
consumers with the offer of a *'negative option plan."” Burr said
Under the plan, a person joining the club is told he can cancel his
membership at any time. Such clubs often commit fraud,
however, by ignoring cancellations and continuing to send mer-
chandise, then trying o pressure the consumer into paying for the
goods.
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An Editorial Comment A‘
Legislation answer
to housing problem

. By THE COLLEGIAN STAFF

." This week the Collegian has presented five aspects of
the housing situation in Manhattan and other com-
munities. The investigations in the five installments
have eften uncovered some deep rifts between tales of
the students who rent apartments and the landlerds who
manage them.

The problems seem to arise in two major areas. One is

. the techaical or legal problem of dealing with security or
damage deposits and the resolution of problems arising
therein. The other seems lo be a question of ambiguous
things such as personality clashes, lies (from both
sides), unfulfilled promises and bad blood between
tandlords and tenants in general.

Each gemeral category of problem also has its own
category of answers. The legal and technical hassles are
receiving some attention from legislative bodies and
consumer interest groups.

MOST PRESSING in this area seems to be the need for
strict definition of the procedures for handling security
and breakage deposits. If landlord and tenant can
negoliate a settlement that is agreeable to both, there is
no need for outside interference.

However, in the cases where no settlement can be

. reached there is a definite need for a disinterested third
party teresolve the protlem. This third party must have
the authority to inspect housing, to determine where the
truth lies and to make binding decisions. subject only to
review in court or by a superior agency.

Anather important phase of the solution is the need for
the establishment of a central bureau or 2gent to handle
housing listings and to disseminate information to the
prospective tenant. The housing listings should not be
just clippings from the classifieds — they should be open
only to Listings from landlords who maintain their

in a clean, safe condition and who have
maintained a reputable posture in their past dealings
with tenants.

THE MOST necessary part of this proposal is the need
for a central location from which a tenant new in town
can receive reliable information concerning which
landlords to contact and which to aveid. Insufficiency in
this area is the seedbed for many of the problems which
plague both tenants and landlords. Efficient dispersal of
housing information could stop most problems before

they start. ;

It should be noted that the bad name with which the
landlords have been labeled through the years is, in
many cases, unfair stereotyping. There are many
reputable, considerate landlords in Manhattan, but the
unreasenable few seem to create trouble for all. The
same can be said oi tenants; they're mostly a decent
bunch, but a few bad examples are a detriment to the
reputation of others.

The most important item, however. is that of

i i Without defining terms. without setting
guidelines, without establishing precedents, the
of tenants and landlords will continue in-
definitely. The Collegian goes on record as being in
of Senate B:ill 213 which clearly defines terms

and establishes the rights of both sides.

We urge ali students who are concerned with the
problem of eff-camrus housing to contact those who also
care, ie., Dick Retrum and the people of the Consumer
Relations Board. They care enough to make the solutions
offered by S.B. 233 work.

Kansas State Collegian

Friday, November 16, 1973

Kansas State Collegian

Monday, November 19, 1973
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An Editorial Comment

Off-campus housing
inspection needed

By RICK DEAN
Editar

Last week’s Collegian series on problems facing off-
campus tenants turned up one eritical situation which
merits immediate correction. That problem concerns
the lack of proper housing information available to
prospective tenants concerning proper housing and
landlords.

The prablem was perhaps best illustrated by the plight
of Paul McKenna, who came into Manhattan in late
August wanting an off-campus apartment. At the time,
the Consumer Relations Board and all other rental
agencies were closed and the classified section of the
paper was all the reference he had. As a result, he moved
into an undesirable situation, an apartment under
conditions he deplored and later left.

The problem, McKenna said. was that he was unable to
receive any proper advice or counseling on apartments
conditions. Because of his need, he was unable to explore
furthur alternatives. In short, he didn't know what he
was getting into.

HIS SITUATION is not uncommen. Many students in
seeking their first offcampus housing do not know
what to look for or what to expect. What they need is
advice, not a runaround. But a runaround is what they
are getting. Few people are willing to assume the
responsibility of evaluating ihe quality of the apartment
the prospective tenant is considering.

CRB tried to make this evaluation in the Tenant-
Landlord handbook, but CRB cannot be expected to do
the whale job. The chiel responsibiiity for off-campus
tenant protection should lie with Housing and Food
Service. The Housing Service has prepared a list of
apartments which have University approval, but like the
Tenant-Landlord handbock, these listings are secured on
voluntary basis. A landlord must ask to have his apart-
ment inspected in order to receive University approval.

The University's Housing Service needs to go farther
than this. It must assume the responsibility for in-
specting all apartments that are traditionally rented to
students. Housing officials have only one person
assigned to the task of rating off-campus housing: It
must devote more of an effort in the future.

Although the first job of the Housing Service is to fill
the dorms. it can no longer give haii-hearted effort to the
problems of some 6500 off-campus students. These
students should expect more from the University than
they have been getting in Lhe past.
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Handbook lists over 500 landlords

By CAROL BELL
Collegian Reporter
Students looking for off-campus
housing will soon have help
available in the form of a tenant
handbook which lists over 500
Manhattan landlords and contains
general information for renters.
Emily Sandblade and Dick
‘Retrum are co-editors of the
handbook. It is published by the K-
State Consumer Relations Board,
o which Retrum is director.

THE HANDBOOK includes
information sections on how ta
find an apartment, negotiating a
contract, the escrow ordinance
and how to use it and what to do
when moving out ~

Other features of the guide are a
discussion by George
Beckenhauer, city housing in-
spector, of substandard housing
conditions; two tear-out copies of
& model contract; a tear-out
housing complaint form; two
copies of a housing condition

check-incheck-out list; a 3o-day
rotice form for termunation of
tenancy: and a series of legal
guestions and answers concerning
lenants' rights.

Retrum said one of the most
impaortant features of the book is a
discussion on how to gel security
deposits returned upon ter-
mination of tenancy. Retrum
called such deposits "‘one of the
tiggest nip-offs in Manhattan'

THE LANDLORD section lists
the property owners in
alphabetical order, and contains
the following information for each
type of property rented: location
and number of rooms; what
utilites are provided by the
landlord; amount of the security
deposil; amount of rent; lan-
diord's tenant preference (male,
Temale, couple); and whether pets
are allowed.

Each landlord is rated or: a 100
per cent scale on four categories:

— Contract. Is there a con

An Editorial Comment

tract? Are copies provided both
the landlord and tenant? Does it
contain single or joing liability?

— Condition. Rates the upkeep
and general appearance of the
housing,

— Satisfaction. Rating by the
tenant of fairness of the rent in
relation to the condition and the
landlord.

— Landlord. Rates how the
student sees the landlord. Con-
siders such Lhings as whether the
iandlord returrs deposits, make
repairs. treat tenants fairly and
respects the tenant’s privacy.

The handbook, which is about 89
pages, was compiled with in
formation from a student sarvey
taken al registration for the
spring semesler, contact of land
lards, and legal information.

The handbook will be available
for the next few weeks al tables
set up in the Union. and in the SGA
affice and the Union bookstore.
‘The cost is 50 cents for students
and $1 for non-students.

Retrum stressed that renters

will find their “'legal rights
documented” in the book.

Retrum and Sandblade said the
future of the handbook will be
determined by how well it s
received.

“‘We hope it will become a part
of the University — & continued
service,” they said.

Handbook provides
needed information

By JANICE ROMBECK
Editor

Although the average student spends more money on
housing than on anything else. he or she usually knows
less about it than about other areas of expenditure.

Here in Manhattan, students must be especially
careful that landlords are not taking advantage of the
limited off-campus housing situation by demanding
exorbitant damage deposits and providing substandard
living conditions.

Students, much less experienced than landlords about
renting, often make mistakes that cost them money and

unhappiness.

IN AN ATTEMPT to increase a student’s knowledge of
off-campus housing, the Consumer Relations Board has
published Manhattan's first Tenant Handboaok. designed
to supply students with information that will help them
find suitable housing as well as familiarize them with
legal concepts concerning tenant-landlord relationships.

The handbook includes guidelines for finding an
apartment, a student-householder agreement form
recommended by the University, an apartment checklist
for aid in securing damage deposits and explanations of
the Escrow Ordinance and substandard housing con-
ditions in addition to the landlord director.

The 54-page landlord directory lists the results of a
survey taken during spring enrellment, including basic
information about each apartment listed and ratings on
the condition ol the apartment. satisfaction expressed by
tenants about the amount of rent charged and about the
landlord’s treatment of tenants,

The students who worked to compile this booklet are to
be commended for their efforts to provide students with
the first informational guide to renting in Manhattan.
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By BARB SCHOOF

Staff Writer

Student Governing

Association's Consumer Relations

Board made international

headlines last summer through an

article printed in the International

Consumer Journal. As a result of

the article, K-State hosted a

French student Monday and

_ Tuesday who is interested in
* consumer affairs.

Jacques Sapriel read the article
which was written as a guide to
European students describing
how to use the consumer board as
a model in their own countries.

SAPRIEL, second-year student
at the Institut Europeen d’Eutdes

Commerciols Superieures
(European Insitute for Higher
Commerical Studies) at
Strasbourg, France is studying for
a degree in commercial
engineering. He said he probably
will specialize in marketing.

“l came to the States to see
what was sociologically hap-
pening in consumer concerns, |
believe there is a kind of shift in
the minds of the people and their
values," Sapriel said.

During his visit here he ob-
served how the consumer board
operates.

“The law system here is not the
same as in France. The consumer
relations are not complete
ia:t.hﬂugh we have an antifraud

w.

hosts French visitor

“THIS LAW is very old and
must go through the Ministry of
Agriculture, the Ministry of
Finance and others. Here you can
work on the state and local level,
but in France ycu have to act on
only the national level and thé
government has a lot of power,”
Sapriel said. :

Sapriel is being backed by the J.
Foundation to travel in the United
States studying consumer
relations. When he returns to
France in October he will write a
report on his findings which he
hopes to have published.

Sapriel” will be visiting the
Public Interest Research Group. a
group backed bv Ralph Nader,
consumer advocate, in
Bloomington, Ind. He also will
visit with U.S. Atty. Gen. Elliott
Richardson in Washington, D.C.

HE SAID he wants to get a
closer point of view of consumer
defense and the large part that
universities have played.

The K-State consumer board is
quite well organized Sapriel ob-
served.

A fellow student of his also was
awarded a grant to study con-
sumer relations in Russia.

I received word from her and
she said, between the lines, that

.she is having a hard time getting

"

any information,” Sapriel said.

Sapriel attended classes in
product safety and the elderly
consumer, Monday. He said he
found classes here more peaceful

‘and quiet than .n France.

“There is more talking among
students at home. In France
students talk as much between
themselves as they do with the
teacher. It is quile noisy
sometimes."”
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CRB seeks merger

In an effort to better assist
Manhattan citizens with con-
sumer problems, the Studert
Government Association's Con-
sumer Relations Board recently
presenled a proposal to the
Manhattan Chamber of Com-
merce calling for a joint operation
between the two organizalions on
a four-month trial basis.

The | states: ‘“That by
the combined efforts of the
Chamber of Commerce, which
serves an an excellent public
relations orgamization, io-
corperation with an organization
similar to the CRB, which is maore
of a functionary unit, handling
complainis on a one-lo-one basis,
should provide an excetlent
consumer service to the residents
of Manhattan.”

THE PROPOSAL also stales
that certain consumer problems
exist because of the University
and FL Riley. By clearing up
dishonest  businesses, the
organizations would create a
faverable atmosphere for these
consumers

“We want to provide the same
service to the community as at K-
State,” Dick Retrum, head of K-
State's Consumer Relations

The merger will involve having
a CRB office in the Manhattan
Chamber of Commerce building
that will work with the Chamber
of Commerce, K-State's CRB and
the Better Business Bureau in
Topeka.

Finances will come from
present SGA allocations to the
CHB and possibly from the

of Commerce.

“IF AT THE end of this time
(four months), it hasn’t been a
useful service and the Chamber of
Commerce knows it, we will
continue 1o operate on campus for
the students,” Retrum said.

Retrum explained the CRB is a
betier organization for solving
complaints with consumers and
merchanls, Because it has no
affiliation with businesses, it can

act as a mediator and give better
service to both parties. The
Chamber of Commerce and the
Better Business Bureau are the
only organizations open to
Manhattanites now and both of
these are affiliated with
pusinesses. For this reason, they
can only suggest what action the
merchant should take.

The CRB can pressure the
merchant Lo take action to clear
up the complaint against him. By
using this method, the CRB last
year got satisfaclary resulls on 98
per cent of its 450 complaints,

THE STEPS involved in
resolving a complaint are as
follows:

— A complaint is filed for
evaluatipn.

— The CRB will make sure all
means of communicalion between
the merchant involved and the
consumer have been tried.

— A written notification of the
complaint and a suggested
solution will be sent to the mer-
chant.

— I a settlement hasn't been
reached, the Better Business
Bureau and the Kansas Altorney
General will be notified.

— If there is still no settlement,
a complaint is submitted to the
Arbitration Beard.

— If results are not reached, the

KANSAS STATE COLLEGIAN, Mon., September 19, 1973

county attorney will be notified
and briefed.

— At last resort, informative
picketing will be established
outside Lhe business in question to
publicly bring into view the
complaint of the consumer.

EACH OF THESE steps has a
time limit before furthar action is
imtiated.

Retrum said this method
doesn’t iovolve any court action,
which often scares a student from
registering a complaint for fear of
losing the case and more money.

Retrum said the operation has
been so successful that a com-
plaint has yet 1o be submined to
the Arbitration Board

Lud Fiser, execulive manager
of the Manhattan Chamber of
Commerce, said the proposal is a
good idea but is similar to what
they have been doing “for the past
25 years."”

“THE CHAMBER of Commerce
has had it {consumer protection)
for years. before the CRB was
farmed."” Fiser said,

Other than that, Fiser's only
complaint s the failure of the
University CRB in getting
together with them to discuss the
proposal rather than just giving
the stocy 1o the newspapers.
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CRB opens shop downtown

From a $50-a-year beginning,
Stwdent Governing Association's
Consumer Relations Board has
expanded intv a multfaceted
operation that will soon spread
from K-State to the city of
Manhaltan

The CRB will open a city affice
n the Manhattan Chamber of
Commerce building by Sept 17.

CRE beganin 1970 when Student
Senale approved it as a service to
the campus, the faculty and
students, SGA gave them an
unaofficial $50 to work with, in
addition to the use of the SGA
offices, telephones, mailing and
secretarial services.

THE CRB, now headed by Dick
Retrum, has compiled an im-
pressive history of resuits in
solving student complaints

**As soon as we were approved
by the Senate as a service, the
wage, price, and rent ireeze
(Phase 1) went into effect.'™
Retrum said. "‘Hent increases
were our first complamnts. "

Retrum said more students,
began using CRB because Lhey
knew they had a place to go to get
results.

“‘We have pul over $100.000 back
in the pockets of students,”
Retrum said.

RETRUM STATED that the
eventual merger with the
Manhattan Chamber of Com-
merce came out of “our desire to
serve the community as well as
the students.”

“We thought we would do this
through the Chamber of Com-
merce,” Retrum said. “We
submitted a proposal to them
outliming our responsibilities and
goals and what we were expecting
the Chamber to do.™

The Chamber of Commerce
selected a special committee plan
to discuss the proposal and
eventually both groups reached a
workable plan which was adopted.

The official name of the
organizalion will be the
Manhattan Consumer Center.

The Manhattan Chamber of
Commerce office staff will act as
advisers and will provide office
supplies and a private office to
mee! In

The CRB will maintain its office
at K-State and will operate at the
Chamber from | to3 p.m. Monday
through Friday.

“It's gong to involve new
people,” Hetrum said.

The affice will operate on a four-
month trial basis al the chamber
office and its future will be
decided in December.



By TIMJANICKE
_ Collegian Reporter

K-State’s Consumer Relations
Board is top flight, according to
Lance Burr, head of the consumer
protection division of the Kansas
Attorney General’s office.

Burr visited Manhattan Monday
to speak to two consumer oriented
classes and to meet with the
Consumer Relations Board.

He described to the classes the
general aspects of the Buyer
Protection Act of 1963 and ex-
plained the Consumer Protection
Actthatwill replaceitJan. 1, 1974.

FOLLOWING HIS taik to the
‘classes Burr visited the
Manhattan Consumer Relations
Center. He endorced the CRB
downtown branch as “one of the
first in the nation. A very novel
move, I think it is good.”

APPENDIX I

Burr explained his philosophy
on consumer relations.

“There is a fine iine between
being robbed at gunpoint. and at
pen-point,”” he said, He described
the psychological effects of being
swindied as being worse than
being robbed at gunpoint,
“because it can demoralize the
victim so badly.”

He said that if a person is
robbed at gunpoint he is regarded
only as a person who has braved a
trying situation. But if a person
has been corraled inlo signing an

illegitimate contract he is
regarded as a sucker.
According to Burr most

business is behind the consumer
protection laws and enforcement,

BURR SAID that in the past
used car dezlers were among the
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worst enemies of the consumer.,
Frequently they would change
odometer settings onused cars, he
explained.

“Ii you didn’'t roll back the
odometer you lost business,” Burr
said. “Who gets the sale? The guy
that cheated.”

Burr said that automobile
dealers eveniually approved the
law prohibiting the roll-back of
odometers because it equalized
cormpetition withou anyone having
to break the law,

Burr approved of the steps
taken by CRB tosettie a consumer
grievance. The steps begin with a
notification of the merchant in-
valved, and progress evenmal!y io
a plcket if the prohlem is not
solved through intermediate
steps.

“You've got to let the merchant
know the problem,” Burr said.
“You can get a lot more with
honey than you can with vinegar.”

DICK RETRUM, CRB chair-
man, noted that the final step, the
picket, has been used only once in
three years.

“Qur whole thing is to solve
probiems guickly, fairly, and at no
expense,”” Retrum said.

Consumer  problems en-
countzred in most communities
are not cconected with local
merchants, Surr contends. He
said that most are originated by
large corporations or door-to-door
salesmen.

“One hundred times more
money is going into the hards of
white-collar ccn men, than is
taken in armed robberies,” the
consumer advecate emphasized.



45

APPENDIX J

nSy *eayalxes
wofsus1xy "IsFIe13eCs Tursnoy - XI[IIRY LqQy vy
uwiaryury jo 4313
a0129dsu] Futpring ity - 2
wenirguT| 3o L3170
203332170 SUOTIV]ay urzmy - UOSJOYIIN LIIw] "IN
XOOQPUTH AUEUAL “JOyIny-0) - Spwiqpues AT(eT "M
nsi "pieoy
DOYIE[ay JAENEUO) '103TALLG - WNILAY O PISYITY "IN

“819T23U00
osoya peex A1[vel 01 moy puw
*EPIOLPUY] YITA FUOFIN(ux eroxduy
o3 moy "Juriunr wuym peleiuncd
-us swargord Syl SeSSNISIP ILIA
weadoad siyy paaomluy aq prnoa
$3ujyl smouy oudklaAa Isom pum
‘§3U3d UMO] UT SUOAIIAI JSOH

wqueydag afioen "In

nsy *auwemazedeq
oTmouvdy A1YEwd Jo pEeH - OSIOH *Q°T PIWYOTY
*3dag uroq juawmirwisul yuwg
TRUOTITN IST JO IUIPTEILL IITA - EIenOd XITQ
Auedwon 3yposs owey ‘losfaladng - uwnpuw e
SEEUTY JO 81915
Ieuossiumo) ITpa4) Jownsuey - Tieuue) eeq

‘a

"IH
"IH

"W

*molioq 03 usya puw ‘Turmarrog
bYm I83 Fcof 43 Ivym ‘ixveq puw
ayurdway adueur)y ©oxy Yutmolaoeq

30 suod pur saad ay) esord
-¥a [11m oralozd sy [moym
wos] *ing  ‘morieq o1 Aretsazau

A13uanbaay sy 17 "azy; vamil w

I¥ pa3u am Lauaam ayy (e

I2A3 SN Jo ma} A1 adurg

md or:z ‘61 11ady

TUEeUS ], pIo[pUe]

‘dlay pinou
eIning Y1 M EIAJuUad sjvoulivip may
pue *1eioud? ur 831503 ajedas umep
1n3 o1 aoy *a¥eled 2y31 je pouadds
Bup21938 woay dasy 03 moy nok moys
111 weadord spyr  cAva aodeays w oq
01 1dne a13yy SmOuY L¢3 A1H[1 uo
sLop 10w 11863 pry §,01a auoluy

nsy ‘pivog uotiwlay dswnsuo)
atvday oany JO JIYd1wasay - AQF0I) SAIH "I
wellryuer “E337A126 1393 einy - sayinp wyor “If
wRllWGUEY ‘[00Yd§ YISl O\ - JAVEEH W] ESLIRY) “IN

wd ogiz ‘sl [1ady

sEsumy ‘VITYITM
Aou1031Y IITIIETO » WIOQUYS YIIN "JR
Auvdwoy wnndep AQLyy - uOSUSL I6YY ‘I
831330 §,1vIouag Aswolly

UOTSTAT( UOJ12230J4 1auMsuo) = IIng @IUw] ‘XY

O0uBUL]

TPesEnIsIp
®8q [1n pofaad ,3:0 Burjoon Aep
#9Iyl,, Y1 puy Fjo paddrr 3a¥ nod
J1 op 03 aeys wnpd patopdra aq Iria
sdord (njivalrap uomso) “a31sdys Ayl
woaj uwa 1saucy ayy (1a3 ned day
trtm w2i2osd syl [20) 20 puIjsg
121341 s, 00y uzoud J0uy

I 'el 17ady

aredayg omy

‘a[ol jusw

-93310jue §,juawuiaa0l [viopa3 Y1 pr

sy ‘sdywoucd7 A(Tuwmy jo ‘Supan(> put 403 10} sjuduaifnbai

suawizedag *iuniETEsy yadrasay - Aysnousdg Aowwy "o A3eyes mou 'radpiorad Juypaqe) wpmiad

M ‘uojIFIIOLEY UGTIIII0LS IIEMEuO) Fupaynbar s33m tudag 1uadad ssnospp

uOPININPT N YIITASaY JO CPI0OD - WEYBM 394 "FW  [ITA uopssas spyL Csyonpord 1yan Jo

fanossTy "T3 'y ‘tutapy ¥nag § pooy Arajes »qy Jo3 ergysucdsal pray Hugaq
uriInsuo) A12j)e5 33Npeld 1suctZay = ISUSH URLTY ‘IH Arduyswarout ade siasmiargnuen

‘wed ogizl ‘et 1y3dy

wymug jo [ening

aayIvjueseadar eduwansu] juapnis - EnEyyorg

NS4 ‘pdmog uotileyey
JeuMIUD) "ae1I3L(Qg YIz
unuyiedag

ay - xesdey sjuuag

jWou0dy A[Jueg 3014 "ISEY - UsEBNWSEY '3 eqTY

£BSUEY JO 2IN1G

SJULINSU] JO JIUDESSjumo) - wfTyIne]oy Lriwy

"ap
cdn
-
]

UoTISO[Eg J00(] 01 J00(]

"ESFUTEN] BlURINTUT

oyl ul sdefd me| ay3 2101 3y) puw

‘saro1rod uy K03 woof o1 irya---23m

"§lalual i1y ‘eine ‘ajrr--satayjod

SIURINSU; YT E3ILIIIFITP Y1

uyeidra 1y geaZerd siy  Cjpras

anod apuy “11e3 op A3yl vays puy

*Apeat 193 ‘arueirsup Zurrlas

£AnY mory syes Turiaisld paraeas
Apeaiye 3 uaaey nok 3j

"m'w 0g:ol 61 11ady

%H@Mdm 1ONpOoJId

*61 pue g1 Trady ‘uojun %1 Jo wooy

8 31q ay3 uy aq 1oym sdoysyiom [y 1YW

301 U0 1I0S pue s3dej paey uo Juor °q

TIn pue “swaie a73y3 uf parzyrend ATydyy
sasy[sued aanymay 17w doysqaom yoseg

e

*BTw 0g:0( ‘gr Tyady

"INOQE TI¥ 6} WETIJEMSUOD ITYM
o3 y2nb dyy 323 noi dray a3 paulisep sdw
sdoysyIos suL "el1ajwua) slaxeadg wotun
oy1 Lq pasosuods cdoysyiom [wyaads xis 3o
328[qns ey) aq [1}A UOTIEINpF lawmsuo)

goueansUu]

UOITEeONPH

ISWINSUO)



APPENDIX K

46

Kansas State Collegian

Carol Bell

Wednesday, July 11, 1973

CRB works ount solution

I was driving down Bluemont
Avenue Monday afternoon when I
spotted two young men wearing
sandwich board signs deing some
kind of picketing on a street
corner. As 1 approached, I
recognized one of Liem as Dick
Retrum, director of K-State's
Consumer Relations Board
(CRB). I stopped to find out what
they were up to.

Retrum and Lon Ackerman, a

- member of CRB, were picketing
the Bluemont Vickers Service
Station because of an unsettled
consumer complaint against the
station. The picketers’ signs
issued such warnings as
“Unreliable Repairs” and
“Rickel's Vickers Rip-off.”

A single-page handout in the
form of an open letter to con-
sumers explained that the service
station damaged a customer's car
when it was brought 1o the station
for repairs and the station refused
to pay the cost of repairing the
damages.

[ was already familiar with the
CRB's procedure for dealing with
consumer complaints, and I knew
picketing was their 1ast resort. It
is the final step in the standard
procedures used to scttle com-
plaints, and had never before been
used in CRB’s three-year history.

CRB’s procedures inciude

several different methods of at-
tempting to settle the complaint
between the consumer and the
merchant.

If necessary, an arbitration
board is set up with members of
the CRB and the Manhattan
Chamber of Commerce serving as
mediators. If that does not bring
results, the county attorney and
the state attornev general are to
be notified of the situation.

The final step in the list of
procedures reads. “If all other
courses of civilized settlement
fail. a non-violent informative
picket will be established to
publicly bring into view the
complaint of the consumer.”

The complaint against the
service statien was made by a K-
State student who took his car to
the station to have the brakes
repaired. After getting the car
back he continued to have trouble
with the brakes. He took it back to
the station, but they did not do
anything about it, and told him
just to keep driving the car and
the brakes would fix themselves,

Finally the student took his car
to another station, which to!d him
that transmission fluid had been
poured into the brake svstem and
caused damage. The second
station repawred the damage,

The student then asked the

Vickers station to pay the bill for
repairing the damage, but was
rudely refused. The mechanic whe
worked on the student's car at the
Vickers station admitted that he
had made a mistake which caused
the damage. But the student still
was not reimbursed.

The CRB attempted to set up an
arbitration meeting, but the
Vickers station manager refused
to take part in it, so further
procedures were followed.

The CRB obtained a parade and
assembly permit from thz City of
Manhattan to stage their picket.
Thev began picketing Monday
morning and continued all day.

Monday night the station
owners met with members of the
CRB. the student who made the
complaint and a representative of
the Chamber of Commerce. 1t was
agreed by all those present that
the station was at fault, although
there was some dispute over the
amount that the student should be
reimbursed. Retrum and his crew
agreed to refrain from picketing
Tuesday morning, pending a
settlement.

The picket brought this matter
to a head and it was settled
sucessfullv. 1t was just a matter of
working out the details. The CRB
has scored another victory for the
consumer.
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APPENDIX M

IDENTIFICATION CODE

CLASS

- Freshman

- Sophomore

- Junior & Vet Medicine Freshman

- Senior & Vet Medicine Sophomore
5th Year and Vet Medicine Junior
- Vet Medicine Senior

- Special Student

- Graduate Student

CO~Jndd Who -
1

CURRICULUM

- Agriculture

- Architecture

- Arts & Science

- Business Administration
Education

- Engineering

- Home Economics

- Veterinary Medicine

- Graduate, Masters

- Graduate, Doctorate

oSOk WNNHO
I

SEX & MARITAL STATUS

- Unmarried male

= Unmarried female
Married male

- Married female

= W=
I

* codes collapsed for purposes of analysis
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The Student Governing Associations Consumer Relations
Board was created in 1971 from a recognized need to improve
relations between university students and Manhattan merchants
and provicde a means through which students could resoclve con-
sumer greivances. The early activities of the Consumer Rela-
tions Board with respect to the development of procedures and
organizational make up have been documented by its founder,

Mr. Robert H. Flashman, in a book entitled "University Consumer
Protection".

In the past three years the Bcard has received a great
deal of attention in various media sources depicting the
Board’'s activities in handling student consuner comvlaints,
lobbying in support of local and state consumer protection
legislation, investigating fraudulent and deceptive business
practices and providing consumer education information through
workshops and classroom lectures.

This study addresses the problem of whether or not students
at Kansas State University are aware of the Consumer Relations
Beard and if so to what extent? Through what source did they
first become aware of the Board and what kind of consumer pro-
blems do thev have?

In pursuit of these guestions, a survey was mailed to a
random campl.e of 51C students. A tozal of 383 students respond-
€d. A chi-square test was made to determine significant differ-
ences in the response of students grouped by classification,

curriculum, sex and marital status ané living arrangements.

ty

The results of the study indicate most students (60.4%)



are aware of the Consumer Relations Board and 90% consider it
to be a valuable student service. There were significant dif-
ferences in the response of students in home economics and
business administration. Students in these two curriculums
were more aware of the Board than students in all other major
fields of study. Upperclassmen knew more about the Board than
did underclassmen. This difference was also significant.

Their major sources of information about the Consumer Relations
Board were the K-State Collegian, word of mouth and the class-
room. Consumer problem areas ccnsidered most worthy of
attention and study by the Consumer Relations Board were, in
order of magnitude: rental housing, automobile repair, door-to-
door sales and life insurance.

In view of these findings it is clear that the Consumer
Relations Board has recognized student needs, and students have
recognized the services of the Consumer Relations Board. There-
fore, it is recommended that the Student Governing Association
is justified in giving direction and support to the Consumer
Relations Board so that the Board can continue to meet the needs

of students.





