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AWARENESS STUDY OF THE 
BALL S'l'ATE UNIVERSITY BETTER BUSINESS BUREAU 

INTRODUCTION 

For the past two quarters I have been actively involved with 

the Ball State University Better Business Bureau. I have found 

this to be a rewarding as well as challenging experience. It has 

provided me with the opportunity to work directly with consumers 

and businesEes, and as a result, I have gained a great deal of 

insight into how these two groups interact. As a marketing major 

with Career aspirations in the field of business, I feel that my 

experience working i.n the Better Busines(; Bureau has prov:Lded me 

with a sense of education that goes beyond the classroom 111 that 

I have been c,-ble to see how marketing principles '1re actually 

turned into "real world" applications. In addition, through my 

work in the bureau t I have Lad the opportunity to deal 1.'1i th the 

public on a broader basis. 

Because of my involvement with and interest in the Better 

Business Bureau, I decided to make it the focus of my Honors 

Thesis. Hovlevo~ , rather thDn simply providing a synopsis 0 f 

facts about Better Business Bureaus, I wanted to focus my research 

on some aspect that could be of benefit to the Ball State Better 

Business Bureau. At the suggestion of my advisor, Mrs. Joanna 

Wallace, I chose to conduct an awareness study of the Ball State 

Better Business Bureau by surveying Ball st?te students as well as 

permanent residents of Delaware County. 

Throughout the course of this thesis, I will explain how the 

awareness study was conducted, provide the results of the study 



and offer some recommendations as to how I feel that the results 

of the study can best be utilized. Hopefully, the information 

that has been attained from this awareness study will contribute 

to the increased efficiency of the Ball state University Better 

Business Bureau so that it can better meet the needs of the com

munity that it serves. 

METHODOLOGY 

2 

In order to obtain reliable results from the awareness study, 

it was determined that a survey of one thousand people should be 

conducted with four hundred of those surveyed being Ball state 

students and the remaining six hundred being permanent residents 

of Delaware County. The survey was conducted by telephone with 

numbers being randomly selected from the Xuncie telephone direc

tory as well as the Ball state telephone directory. In regard 

to Ball state students, half of those surveyed lived in Ball state 

residence halls while the other half resided off campus. Also, 

the ratio Of telephonE calls made to female students was approxi

mately equal to the number of calls made to male students. 

The surveys were conducted over a period of a month with a 

standard telephone questionnaire administered. The questionnaire 

can be found in the appendix of this paper. Workers in the bureau 

each conducted a spectfied number of surveys of Delaware County 

residents. I conducted the surveys of Ball state students and the 

remainder of the calls to permanent residents of Delaware County. 

When all the telephone surveys had been completed, the responses 

to each of the questions on the questionnaire were tabulated, and 



percentages were figured accordingly. The next section of this 

thesis will focus on the results with explanations given as to 

their significance. 

RESULTS 

.3 

Due to the nature of this study, the results have been com

piled according to the following three catagories: 1) overall 

awareness of the Ball State Better Business Bureau, 2) awareness 

on the part of Delaware County residents, and 3) awareness on the 

part of Ball State students. By presenting the results in this 

manner, it is hoped that more insight can be gained into how the 

Ball state Better Business Bureau can better reach the community 

as well as Ball State students. 

Overall Awareness 

In this section the percentages have been calculated on the 

basis of the one thousand responses. Table I in the appendix 

provides a condensed view of the overall results of the study. 

The following paragraphs explain the questions on the survey and 

provide the percentages for the responses to each question. 

'rhe first question on the survey--"What do you feel is the 

primary purpose of tne Better Business Bureau?"--eli.ci ted a 

diversified range of responses. Of the total responses, 37.3 

percent were response A, "to handle problems between businesses 

ar:d consumers". Response B, "to give out information on bus1-

nesses,tI was selected by 30.7 percent of the respondents while 

27.1 percent chose response C, "to help consumers file complaints 

against businesses". Response D, "other" was chosen 3.8 percent 
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of the time, and 1.1 pHrcent of the respondents did not select any 

of the rE~SpOl'l.Ses, commenting that they had "no idea". These results 

seem to indicate that there is a lack of consensus as to what is 

the primary function of the bureau. Several of those people that 

were surveyed selected more than one of the responses. In fact, 

in many :instances responses A, B, and C were all three selected. 

Of ~he total one thousand people surveyed, 40.5 percent 

responded "Yes" to the second question--"Were you aware that the 

Ball Stete Better Business Bureau serves all the residents 2nd 

businesses in Delaware County?v These results reveal that there 

is a need for the bureau to promote its services on a broader basis 

so that more people can recognize that it exists for the benefit of 

the entire community. 

QueE;tion Three~-tlWere you aware that the Ball State Better 

Business Bureau is operated entirely by 88.11 State stude!ltf;?It--had 

an inter'"',: tine outcome. (jnly 33.3 perc€"Yl t of the respond en ts were 

aware that the bureau is run by students. The remainder of the 

responde~ts showed surprise in many instances when they learned of 

this fact. 

The responses to the fourth question--ItDo you kn01.\' where the 

Ball State Better Business Bureau is located?"--revealed that few 

people, in fact only 20.3 percent, actuaJly know where the bureau 

is locabod. Several people were of the opinion that the bureau is 

located in the Student Center while others comment'Jd that they had 

not realized that the Better Business Bureau was located on the 

Ball State campus. Tjey further stated that they were aware that 

a bureau did exist in Muncie but they did not know that is was 
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affiliated with Ball State University. In regard to the fifth 

question, only 27 percent of the total respondents recollected 

seeing, reading, or hearing anything in the media concerning the 

Ball State Better Business Bureau. Of those that remembered some

thing in the media, most stated that they had seen something in the 

local newpapers or heard spots on the radio concerning the bureau .. 

Only a couple of respondents recalled anything on television regard

ing the Ball State Better Business Bureau. 

Of all those people completing the survey, only 10.9 percent 

have had any dealings with the Ball State Better Business Bureau. 

This indicates that the bureau has the capacity to extend its ser

vices to a great many more people in the community by making them 

more aware of its existence. When those people who have contacted 

the bureau in the past were asked how they found out about the 

Ball St3.te :3etter Bus __ .i.ne~3s Bureau, 15.6 percent replied that they 

had learned about it through the media. 12.8 percent stated that 

they had been referred to the bureau from some other organization 

such as the Chrmber of Commerce. The majority of the respondents 

(71.6 percent) had discovered the bureau by some other means, such 

as friends, the phone book, or simply ","verd-of-mouth". 

In rega.rd to the eighth question--IIWhat was the nature 0 f your 

dealings?"--compla~,-nts tended to be the most pro"ninent reason for 

contact with 40.5 percent of the responses. Inquiries were the 

secondary pur pose for con tt,C t [-J t 3'7.9 percent· while requests for 

information ranked in the last place \',ith 21.6 percent of the total 

responses. 'l'hue it can be seen that many peop' e con tac t the bureau 

with the primary intention of complaining about a particular business. 
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When the respondents were asked how many times that had dealt with 

the Ball State Better Business Bureau, the majority, 74.1 percent, 

stated that they had only contacted it once, while 14.8 percent 

had dealt with it twice, and the remaining 11." percent 0 f the 

respondents had contacted the bureau on at least three different 

occasions. 

Question Ten--ItIn the past have you ever had a problem with 

a business, and if so, what did you do?"--yielded a number of 

different responses. Of those persons encountering problems in 

the past, 5,?9 percent had worked directly with the businesses 

in an attempt to resolve them. Legal action was taken by 16.6 

percent of the resiondents while 8.9 percent of them simply chose 

to let the problems go. 8.3 percent of the respondents took the 

problems to another Better Business Bureau, and the remaining 8.3 

percent worked i'lith the Chamber of Commerce to handle the problems. 

The fact that very few of the respondents chose to let the problem 

go reveals that many consumers are concerned with standing up for 

their rights and being able to attain that to wnieh they are entitled. 

The final question posed on the survey--IIWould you feel com

fortable ccntaeting the Ball Stdte Better BUsiness Bureau if a 

problem or need should arise and why or why not?U--yielded the 

following results: 94.4 percent responded nYes", 3 percent made 

the response "No", and "I don't know" was the sentiment of the 

remaining 2.6 percent. Thus, the vast majority of the respondents 

indicated that they ~ould consider dealing with bureau if they felt 

a need for suc~ services. The various reasons as to why they felt 

this way are summarized in the appendix. Perhaps the foremost of 
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these reasons for confidence in the Ball State Better Business 

Bureau ts the "reputationll of Better Business Bureaus in general. 

Many of the respondents commented that prior to the telephone sur

vey, they had not known a great deal about the Ball State Better 

Business Bureau and probably would not have considered cont~cting 

it. However, after le~rning more about it through the survey, they 

became more aware of the services provided. Thus, in one sense, 

the telephone questionnaire in itself seemed to be promoting the 

bureau and its activities. 

Of ~hose respondents that replied that they would not contact 

the bureau, the most common reasons given for their response were 

the following: nltm not used to dealing with that sort of thing," 

"I first try to handle problems with the business itself because I 

don't feel th.'lt a third porty is always that effective," and "I am 

not that far:1 Iliar with the cervices provdied by the bureau." The 

'primar~! explanation for the response, "I don I t know," was the:; t the 

respondent did not know enough information about the bureau to form 

an opinion one way or anoth(:?r. 

Summarizing the overall awareness of respondents to the survey 

perhaps it can best br) said that although many of thoE:)e people that 

were surveyed are aware 0 f thE~ existence 0 f the Ball State Better 

Business Bureau, they do not realize all the services that it has 

to offer nor have they utilized these services in the past. For 

instance, the majority of the respondents were not aware that the 

Ball State Bet~er Business Bureau serves everyone in Delaare County. 

Also, they were no t aware thc>t it is operated b: students nor where 

it is located. Perhaps one possible explanation for these responses 
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can be attributed to the fact that only 27 percent of the respon

dents recollected anything in the media pertaining to the Ball 

state Bet ter Busines~' Bureau. This seems to indicate a need for 

greater media exposure on the bureau or at lea.st media representa

tion of a quality that will make a longer lasting impression on the 

minds of the public. The fact that several of the respondents have 

had problem£: with businesses in the past and that they did attempt 

to take some course of action to resolve them signifies the need 

for an organization that can contribute to improved consumer-busi

ness relations. The Ball State Better Business Bureau has the 

poten tia.l of becomine this 0 rganiza tion i f it can be fully utilized. 

Awareness of Delaware County Residents 

Of the total one thousand people that were surveyed, six hun

dred of them were permanent residents of Delaware County. The 

results of the survey of these people indicate that their aware

ness level is lower tnan the overall awareness level of all those 

persons surveyed. In fact, a nu~ber of the residents commented 

that they had not realized that the Ball state Better Business 

Bureau even exiGted prior to the survey. A summary of the results 

of the survey of Delaware County residents is given in Table II in 

the appendix. 

In response to the first question on the questionnaire concern

ing the purpose of the Better Business Bureau, 37.9 percent chose 

response A, "to handle problems between businesses and consumers". 

Response B, lito give out i_nformation on businesses," was selected 

28.9 percent of the time while response C, "to help consumers file 
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complaints against businesses," was chosen 26 percent of the time. 

Response D, !lother", was selected by 5.4 percent of the respondents, 

and 1. 8 perC4~n t did not make any response to the question. In 

regard to response D, one individual stated that he felt the pri

mary purpose of the Better Business Bureau is to Itpromote good 

business rela tions". 

In response to the second question of the survey, 35.8 percent 

of those persons surveyed were aware that the Ball St8te Better 

Business Bureau serves all of Delaware County. A few "geople 

indicated that they had been of the opinion that its services were 

only available to Ball State students. 

Only 24.2 percent of the Delaware County residents realized 

that the bureau is oper<':-:lted entirely by Ball State students. Even 

fewer of the respondents, 11.7 percent, knew the actual location 

of the bureau on the B~ll State campus. When asked whether they 

had been eXl:)osed to anything in the media concerning the Ball State 

Better Business Bureau, only 23.7 percent of the respondents could 

recollect any such exposure. The primary media that was remembered 

was Muncie newpapers and the radio. 

Of all those Delaware County residents contacted, only 11 

percent had de&lt with the Ball State Better Business Bureau at 

some time in the past. When these people were asked how they had 

first learned about the services provided by the bureau, 21.2 per

cent responded that they had found out about it from the media, 

16.7 percent had been referred to it' from another local orgcmi-

zation, and 62.1 percent replied that they had learned about it 

from other means, naMely "word-of-mouth" or suggestions of friends. 
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When as~ed about the reasons for initially contacting the 

bureau,:'50.') percent made an inquiry on a business, 4"1.05 percent 

filed a co;~plc;int, and 22.05 nercent desired to attain f30m£) type 

of informDtion from the bureau. In regard to the number of times 

that the resnondents had contacted the bureau, 78.5 percent had only 

dealt with the bureau upon one occasion, with 12.3 percent of the 

respondentf; contncting it b!ice and only 9.2 percent deDling ;vith 

it in more than two instances. One interesting point to note is 

that one 0 f the r.1en surve:;ced h;::ls a membership wi th the Ball State 

Better Busi~ess Bureau. 

Approximately half (50.8 percent) of the respondents who have 

had proble~8 in the past with businesses have handled them by deal

ing directly with the buciness. Some course of legal action was 

taken by 17.8 gercent of those respondents encountering problems 

with businesses. WhiJe 15.D percent had handled problems tirough 

another Better Business Bureau, only 11 percent had contacted the 

Chamber of Commerce in the past. It is surprising to note that 

only 5.1 percent of those persons encountering nroblems had simply 

chosen tJ let the problem go unresolved. This seems to signify 

the desire of illost people to resolve problems with businesses by 

some positive course of act jon. 

The fi~al question on the survey produced the followinG 

resul ts: g.1+."1 rerc; en~; a f those persons su rveyed respond ed "Yes" 

that they woulr' contpct the bureau if a need should nri,,;e, 3.8 

percent responded "No", and only 1.5 percent were uncertain. Thus, 

most people seemed to be of the opinion that they would be willing 

to utili~e the services of the bureau if the situation w6rranted it. 
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Awareness of Ball State Students 

Since I conducted the calls to the Ball state students, I hRd 

more direct contact with these respondents to the survey. As I 

made the telephone calls, I was under the general impression that 

the majority of those students contacted were not fully aware of 

the functions of the Ball St~te Better Business Bureau nor the 

services it has to offer to them. The actual percentages that were 

calculated from the results give support to this and can be seen in 

Table III in the rrppendix. 

In reference to the ~rimary purpose of the Better Business 

Bureau, t.he most popul',r rerponse was response A, "to handle prob

lems bet~ecn businesses and consumers", with 36.6 percent of the 

total. Response B, "to give out informrltion on businesses, II was 

chosen 3-~.1 percent of the time wrlile response C, "to help con

sumers file complaints against businesses," was selected by 28.6 

percent of the respondents. Only 1.7 percent of the total responses 

v!ere "other~I'. One student commented that he felt that the primary 

~rpose of t~e Better Business Bureau is to give Ball State students 

experience Norking there:mc~ that he did not believe that the ser

vices offered by the bureau are utilized that much. 

The responses to the second question on the survey .... -"Were you 

aware that the ball state Better Business Bureau serves all resi

dents and businesses in Delaware County?"--were fairly evenly 

divided with 47.5 percent of the students responding "Yesl! and the 

other 5;~. 5 percent responding "Noll. Very similar resul ts occurred 

in response to the third question because 47 percent of those stu

dents contacted were aware that the bureau was operated entirely 
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by students while 53 percent were not aware of this fact. Some

what different results occurred when students were asked if they 

knew where the Ball Stnte Better Business Bureau is located. Only 

33.25 percent of the respondents knew where the bureau is actually 

located on campus. Ma~y students had the misconception that it is 

located in the Student Center. To go along with this somewhat low 

level of awareness of the location is the percentage of students 

recalling something in the media concerning the bureau. Only 32 

percent of the respondents had seen, read, or heard a.nything abouut 

it. Of those respondents that recollected something, the most 

common source remembered was the Ball State Daily News. However, 

in many cas~s, the respondents just recalled seeing something rather 

the specifics of the articles or advertisements. One student felt 

that the Daily News should feature a story on the activities of the 

bureau. Other sources of media that were mentioned being recalled 

were the radio and posters placed around campus. 

The number of students that have actually had any dealings 

with the Ball State Better Business Bureau was quite low at only 

10.75 percent of the total respondents~ Of those students that had 

contacted the bureau 7 percent had learned about it through the 

media, another 7 percent had been referred to it from another 

organization, and the remaining 86 percent had found about it from 

another source, such as friends, the phone book, or class presenta

tions. Hany students made references to presentations in their 

classes and. commented that they had learned a great deal 3bout the 

bureau through them. When the respondents were asked about their 

primary reason for contacting the Ball state Better Business Bureau, 
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48.8 percent had contacted it with an inquiry on a business. Com

plaints comprised 30.2 percent 01 the dealings with the bureau, 

and 21 percent of the contacts were for information. In regard 

to the number of times the respondents h3d dealt with the bureau, 

67.4 percent had only dealt with the bureau on one occasion. 18.6 

percent of the respondents had cont8cted the bureau on two instances, 

and the remaining 14 percent had dealt with it on more than three 

occasions. 

Of those students that stated that they h~d encountered prob

lems with businesses in the past, 60.3 percent stated that they 

had resolved the problems by dealing directly with the businesses. 

A relatively high percentage of respondents, 14.3 percent, had 

chosen to lE~t the problem go unresolved. Other Better Business 

Bureaus were contacted 12.7 Dercent of the time, and legal action 

such as the Ball state Legal Services was taken 11.1 percent of the 

time. The remaining 1.6 percent of the problems were handled through 

the Chamber of Commerce. 

In reference to the last question on the survey regarding 

whether or not the respondents would consider contacting the Ball 

state Better Business Bureau if a need should arise, 94 percent of 

the respondents st3ted that they would feel comfortable in contact

ing it. Explanations as to why they responded in this fashion can 

be found in the apT)endix. rrhc foremost of these is the fact that 

many respondents felt more confidence in the bureau because of its 

operation by students. Only 1.75 percent responded that they would 

not contact the bureau with the primary reason being that did not 

know enough information about the bureau and that they felt that 
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there are too many restrictions put on the amount of informBtion 

that bureaus can give. Of all the respondents, 4.25 percent 

commented th'lt they "did not know" if they would contact the 

bureau for the simple fact that they were unaware of its existence 

prior to the telephone survey. 

By considering the responses given by students to thp ques

tionnaire and comparing them with the responses from permanent 

residents in Delaware County, it would appear that students h8ve 

a greater a~areness of the Ball state Better Business Bureau. This 

can probsbly be attribute~ to the fact th3t most students live in 

closer proximity to the bureau and perhE,ps have held (J greater 

exposure to it. However, despite the fact that the overall aware

ness of studenL3 exceeds th'·,t of others in the community, the per

centages for students are also somewhat low. Therefore, some 

consideration should be given to making the entire public that the 

bureau serves more aware of its functions. 

RECOMMENDATIONS 

Taking a comprehensive view of the results of the awareness 

study, one can see that there are specific areas in which the 

personnel of the Ball State Better Business Bureau could devote 

more time and effort towards improvement of the awareness levels. 

Fir~'t of all, there is the need to create some type of "image" 

for the bureau that could not only make the community more aware 

of its existence but at the same time represent what its primary 

function3 concern. T~e members of the community need to be able 

to associ~te the Ball state Better Business Bureau with something 
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positive that exists for their benefit. Perhaps one way of achiev

ing this task is to have wider media coverage of the bureau, not 

only in the newspapers but on radio and television as well. The 

media utilized should serve to enhance the ~ositive qualities of 

the Ball State Better BU3iness Bureau by providing it with increased 

support. Perhaps the bureau needs to launch some type of media 

"campa:i,gn" th.at can elevate its awareness level. 

Another activity which I feel can be of continued assistance 

in the pror;~()tion 0 f thc] bu!'~~au is the presen tr; tion::.-' by the Personal 

Communici ;,:i()lV~ De'~\i'rtr'e'lt 0;' the bureau. However, I feel tl;,2.t the: 

scope of these')ref;fmtnt::Lntl'c- can be wide~;ed to inclw':e ;:: lz ' rger 

segment c.inE' comr' tmj.ty ~;l.1CrJ. as civic orf,<?,ni;;;utj.c'rw. By m.::king 

the leadE 1> in the cOLlFiUni ty more aware of the servj.ces thc:t the 

bureau hns to offer, jt can gain increas~d strength. 

The final area to which I think th8t all personnel of the 

bureau can contribute is an incre(sed level of efficiency of the 

operations performed by thebureau. Only by belnc able to prove 

that it is capable of handling its duties successfully, can the 

bureau expect to gain the fmpport of the communi ty. It must be 

able to demonstrate that it can operate in a professional and 

responsible manner before it can achieve the le~el of respect that 

it deserves. 

CONCLUSIONS 

Countless hours have been spent conducting telephone calls, 

tabulating results, and compiling this paper. However, I feel that 



the time and effort put into this study hnve been well spent 

because the overall results indicate a need for the Ball State 
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Bet ter Busine::-:s Bureau to make i tsel f and its ac ti vi ties more 

widely recognized in the community. Through the utili~ation of 

these results, future workers ~nd managers in the bureau should be 

able to create an image of the bureau that will mMke its services 

more fully utili~ed in the future. 

I am gla.d that I hE.ve hsd the opportunity to conduct this 

awareness study for the Ball State Better Business Bureau bec~use 

I feel th~t what h~s been gained from it is truly worthwhile and 

that it can be put to good use. After the completion of this study 

I feel a sense of accomplir,hment in that I hove succeeded in what 

I set out to do. Also, I think that through this study I will be 

:ble to leave something beh;nd to which the workers in the bureau 

CDn refer in the future. I am indebted to thot~e workers in the 

bureau who aided me with the telephone surveys. Also, I am extreme

ly grateful to Mrs. Wallace who has nrovided me with guidance and 

support throughout the study. 



MJARENESS STUDY OF 'r:'lE BETTER BUSINESS BUREAU 

Telephone ntL11ber called _________ _ Date _____________ __ 

NOTE: Rec:.d tho followtng r:tatement and then ask thE: questions 
given below. 
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"Hello! I am conducting an awareness study for the Boll State 
Better Business Bureau. I was wondering if 1 could take just (1 few 
moments of your time to h:-::'ve you answer a few short questions." 

1. What do you feel is the primary purpose of the Better Business 
Bureau? 

A. to handle ~roblems between businesses and consumers 
B.--to give OLlt inforl"1.ation on busine::3ses 
C.--to help consumers file complaints ag~;ins;; businesses 

2. Were you aware th~t tho Ball State Better Business Bureau serves 
all residents and businesses in Delaware County? 

____ yes no 

3. Were you aware thot the Ball State Better Business Bureau is 
oper~ted entirely by 3211 state students? 

__ yes no 

4. Do you know where the Ball State Better BUsiness Bureau is 
located~: 

__ yes no 

5. Have you seen, reAd, or heard anything in the media concerning 
the Ba11 State Better Business Bureau'? 

____ yes no 

6. Have you ever had any dealings with the Ball State Better Business 
Bureau'? 

____ yes no 

7. If so, how did y011 find out about the Ball State Better Business 
Bure:lu'? 

A. from the media 
B. from referral from some other organization 
C.---other 

8. What was the nature of your dealings? 

__ inquiry comnlaint -- ~ 
information 

9. How ~any times have you dealt with the BBll State Bureau? 

ID. In the nast have you ever hnd ~ problem with a business~ If so, 
what did you do? 

11. Would you feel comforteble contacting the Ball State Better 
Business 3ureau if a need should arise and why or why not? 
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TABLE I: Overall Awareness of the Ball state Better Business Bureau 

Question # 

2 

3 

5 

6 

7 

8 

9 

10 

1 1 

Response Percenta&e of Response 

A 
13 
C 
D 

no answer 

Yes 
No 

Yes 
:'J 0 

Yes 
No 

Yes 
No 

YeS 
No 

A 
B 
C 

inquiry 
CO~"Il '01 ain t 
information 

once 
twice 
more 

worked with company 
legal action 
another bureau 
Chamber of Commerce 
let it go 

Yes 
l'!o 
D')n I t know 

37.3% 
30.7% 
27.1% 
3.8% 
1 .1% 

40.5% 
59.5% 

.33.3% 
66.7% 

20.3% 
79. 7~'~ 

27.0j; 
73.0% 

10.9% 
89.1% 

15.6% 
12.8% 
71.6% 

7.,7 • g'l~ 
40 .. 5% 
21.6% 

74.1'iG 
11+.8% 
11 .1% 

57.9% 
16.6% 
8.3% 
8.3% 
8.C?% 

94.4% 
3.0% 
:J ;" 0/ 
~- • 0/0 



TABLE II: AWareness of Delaware County Residents 

Question # 

2 

3 

4 

5 

6 

7 

9 

10 

11 

Response Percentage of Response 

A 
B 
C 
D 

no answer 

Yes 
No 

Yes 
No 

Yes 
No 

Yes 
No 

Yes 
No 

A 
B 
C 

inquiry 
complaint 
information 

once 
twice 
more 

worked with company 
legal action 
another bureau 
Chamber of Commerce 
let it go 

Yes 
No 
Don't know 

37.9% 
28.9% 
26.0% 

5.4% 
1 .8:iS 

35.8% 
64.2% 

?4.2% 
75.8% 

11.7% 
88.3% 

23.7% 
76.3% 

11.0% 
89.0% 

21.2% 
16.7% 
62.1% 

30.9% 
47.05% 
~", ()501 
L r:'. 70 

78.5% 
12.3% 
9.2% 

50.3% 
17.8% 
15.3% 
11.0% 
5.1% 

94.7% 
3.8% 
1.5% 
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TABLE III: Awareness of Ball State Students 

Question # Response Percentage of Response 

2 

3 

4 

5 

6 

7 

8 

9 

10 

1 1 

A 
B 
C 
D 

Yes 
No 

Yes 
No 

Yes 
No 

Yes 
No 

Yes 
No 

A 
B 
C 

inquiry 
complaint 
information 

once 
twice 
more 

worked with company 
legal action 
another bureau 
CLamber of Commerce 
let it go 

Yes 
No 
Donlt ~now 

36.6% 
37, 101 

./. 70 
~'8. 6% 

1 70/ 
• 1 0 

47.0% 
53.0% 
7,3 .) c::ot -'" • c7,o 
66.75% 

32.0% 
68.0% 

10.75% 
89.25% 

7.0% 
7.0% 

86.0% 

48.8% 
.30.2% 
21.0% 

67.4% 
18.6% 
14.0% 

60.3% 
11.1% 
12.7% 

1.6% 
14.3% 

94.0% 
1.75% 
4 ~··5°' • L' 7'0 
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JUSTIFlc;"/rIO}; F'OR "yr,.,s" RESPONSES TO qUESTION 11 

Delaware County Residents 

"The Better Business Bureau provides a real purpose and function 
to Delaware :::;ounty." 

21 

"It is a very good service. I am a senior citizen, and I feel that 
it is vital for my age group." 

"The bureau offers a quality service." 

"It worked out well the first time so I would use it again." 

"It's there to help the consumer with businesses." 

"The Ball Stcj te Better Busine s Bureau is confident and trustworthy. II 

"The Better Business B:;reau is more efficient than what I could do 
by myself." 

"It's the only ;Jlace to go, and we are fortunate to have it here 
in Huncie." 

"The bureau is an unbiased place to get answers and help." 

"It's a class organization •••• I think it's alright!" 

"We need it because there are so may people who try to make fair 
game out of us all." 

"It's easily accessible." 

)'1 'm glad to know that Huncie has a Better Business Bureau. II 

"The Better Business Bureau knows how to handle a problem and 
can offer alternatives." 

"It';:3 nice to know there's someone there to help." 

Ball state Students 

"Students understand other students' problems better than other 
people could." 

"It really helps out knowing what experiences others have had in 
dealing with a particular firm." 

"Where else would you go to handle a problem? It would probably 
be the most competent." 
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"Since I don't know the Muncie area the!, t well, it coul d be :::i f help." 

"I've known people that have worked for the bureau, and it sounds 
like a pretty good busi.ness." 

"It would be the first place to go because it's the only one I 
know of that handles such problems." 

IIrfhe Ball State Bet ter Business Bureau is just ;lS capable as cmy 
other bureau beCc;use it has the ;::'ame information accessible." 

"From what I've seen in the presentetion, it seems as if the bureau 
could be of help." 

"If we put off dOing something about a company, it will keep getting 
by with doing things. It needs to be brought out into the open." 

"The Ball State Better Business Bureau is close and it's run by 
students." 

TIl f a business gives me f3tatic, I wouldn't wan t anyone else to go 
through that so I would report it the Better BusinesE Bureau." 

"If the Better Business Bureau is there to help, we might as v:ell 
take advantage of it." 

"We have to be better consumers and stand up for our rights." 

"The Ball ::;t,.,te Better Business Bureau has been there for a while, 
it's affiliclted with a national organization, ;md it's reputable." 

"The Ball State Better Business Burc au is school-oriented." 

"I t sounds like it's a lot easier because I \'rouldn' t have to go 
through as mf:ny hassles." 

"I t' 8 neces;sary to Tlrotec t the public from ri p-o ff artists. I' 

"The Better Business Bureau is a national organization allover 
the country 80 it could get backing and inform~tion from other 
bureaus." 

"The Better Business Bureau gives you a chance to try to do something." 

"The Ball state Better Business Bureeu is accessible and profeSSional." 


