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1. Write the Wal-Mart Pledge: 

____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

2. Walton built his retail empire on the belief that

_________________________________________________________________________________

3. Walton also says, “ Give them what they want – and a ______________   _______________

3. Who originated the philosophy the “ the customer is always right”? ___________________________

4. Many stores hold fast to the ideas that satisfied customers mean ___________   _________________ and dissatisfied customers mean ____________   __________________. 

5. Surveys show that  _________of out _________ dissatisfied customers won’t shop again at a store where they had a bad experience. 

6. Another study showed that one dissatisfied customer will tell their story and within two months ______________________________people will hear the bad news. 

7. _________ percent said they would change their minds and return to a store if it made good on their complaints. 

8. The faster a complaint is resolved, the more likely a customer is to return with more ______________________. 

