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Measuring Customer Service

The Mission of the Arkansas Small Business Development Center (ASBDC) is to provide quality consulting, training, research, and technology services to the small business community through a partnership among the University of Arkansas at Little Rock, the U.S. Small Business Administration, other Arkansas institutions of higher education, and additional strategic alliances.

The services of the ASBDC include consulting, training, information research, and technology assistance. The objective of this project was to determine if small business owners and potential small business owners had their expectations met when they requested information research assistance from one of the eleven, statewide ASBDC offices. 

The method that was used to determine if the objective of this project was being met was a statewide telephone survey of customers from January to May, 2001.  The STRIVE teacher called 860 people.  Of these, 184 participated in the survey.  Of those participating, approximately 85% reported that their original expectations had been met or exceeded.   Further investigation revealed that some of the dissatisfaction resulted from expecting information that did not exist or that was unreasonable.

Our conclusions indicate the majority of small businesses who use the services provided by the ASBDC are satisfied.

Suggested reference materials or sources include:

UALR Arkansas SBDC 2000 Annual Report

UALR Arkansas SBDC Quarterly Newsletter—Business Sense

UALR Arkansas SBDC web site, http://www.asbdc.ualr.edu

SBA web site, http://www.sba.gov

