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Validation of Data Used in Performance Measure

	Office
	Entrepreneurial Development

	Program
	WBC

	Performance Indicator (PI)
	Customer Satisfaction

	Strategic Goal
	2

	Long-Term Objective
	2.1, 2.2, 2.3

	Nature of the PI
	Outcome

	Qualitative definition of PI
	This measure reports the percent of WBC clients counseled that rated services received as effective or highly effective.  Through FY 2004, the WBC program has reported information received directly from the centers.  In FY 2005, WBC will use the results of the ED-wide Impact Survey to report the results of this outcome measure.

	Outcome(s) this PI contributes to
	Customer satisfaction

	Explain for each outcome its connection with the PI
	PI and outcome are the same.

	Verification (done or planned) of the outcome/PI connection 
	Ongoing ED-wide Impact Survey.

	Limitations of the PI connection of with the outcome
	The ED-wide Impact Survey will have a sampling bias (SBA clients only) and is based on a small sample size.  Additionally, limited training attendees will be included in the survey, because the SBA does not collect the name, address and telephone number for each training attendee.

	Describe plans to address limitations to the connection
	None – resource dependent.

	Data source for PI
	Information is provided from individual WBCs (MIS reports).

	Data system
	OCIO maintains the data systems for the WBC program and SBDC program.  SCORE maintains the data system for SCORE.

	Frequency of collection and reporting
	Quarterly

	By end of this FY, the  PI’s value will be
	Actual

Actual by 10/20/2004 (OED resource partners have 30 days to report statistical information to SBA.  In FY 2004, SBA will request that the partners provide us the information prior to the close of the 30 day period.  If data are not obtained, SBA will estimate year end statistics.)

	If PI values are rounded, please provide actual value
	Not applicable

	Describe any issues with completeness of data
	Several factors could contribute to incomplete data: centers closing prior to the end of a quarter and current practice of collecting aggregated data from the resource partners.  Clients often move and change addresses, making it difficult to collect follow-up information.  

	Methods used to determine accuracy of data
	Programmatic reviews and on-site field reviews.  In the future, the requirements of the survey will determine the accuracy of the data.

	Limitations to accuracy of data (records without data, wrong data, double counting, etc.)
	Clients may not complete customer satisfaction surveys or change addresses – making it difficult to collect responses from a survey.

	Describe plans to address limitations to accuracy of data
	Use of the ED-wide impact survey.

	Formula to calculate the PI (if appropriate)
	Currently, the formula is the percent of counseling clients who rate services as effective or highly effective.

	How is this PI being used for policy decision making?
	The WBC program used customer satisfaction as one factor for determining performance-based funding levels. 

	Limitations to the PI use for policy decisions
	Potential limitations with the data, such as, low response rates and limited sample size.

	Describe plans to address use limitations
	OWBO has requested funds in FY 2006 to assist with data analysis.

	Are all the contributors to this PI using the same definitions?
	Yes, a common definition will be used for the ED-wide Impact survey.

	Were all data points for this PI produced during the current FY?
	Yes

	Describe any outstanding OIG or GAO recommendation that may affect this PI
	None


