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Abstract 

Small and Medium Enterprises (SMEs) are vital for the development of any economy, and 

possess great potentials for development of indigenous entrepreneurship, employment, 

poverty reduction, and so on. This study examines SMEs performance as a remedy to poverty 

reduction in Plateau State. Three research questions were poised for the study and three 

hypotheses formulated in line of the objectives. Three Hundred and Seventy-Two (372) 

questionnaires were administered to SMEs in Plateau State. Data was collected, collated, 

and analysed with the aid of Statistical Package for Social Science (SPSS) version 2.10. 

Using non-parametric ordinal regression and Spearman rank correlation in testing 

hypothesis, the study found that SMEs make customer satisfaction their priority and in turn 

the customers are satisfied. Also, increase in profit and sales leads to the growth of the 

business. Furthermore, innovation in terms of ideas, new technology and training of 

employees provides opportunity for SMEs to thrive. Consequently, all findings above lead to 

a reduction in poverty within Plateau State. The study recommends that businesses should 

always obtain feedback from customers, their staffs should be trained and re-trained, and 

government should create a peaceful and conducive environment for businesses to thrive. 
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Introduction 

The contribution of Small and Medium Enterprises (SMEs) to development of any economy 

has been widely recognized because of their capacity in enhancing industrial output and 

human welfare (Cyril, Dakung & Goyit, 2018; Mazanai & Fatoki, 2012). SMEs are the 

driving force of industrial growth and development of the economy by ensuring 

diversification and growth of industrial production and the achievement of the basic 

objectives of development (Dakung, Orobia, Munene & Balunywa, 2017; Kritikos, 2014). 

SMEs are recognized globally as the engine for growth. SMEs performance is the ability to 

create acceptable outcomes and actions. Thus, it has to do with how efficient and effective a 

firm is in carrying out its activities. The performance of SMEs determines the firm’s outcome 

such as profits, sustainability, growth, etc. When SMEs perform at its best, it has a lot of 

advantage to its stakeholders, that is, owners, customers, suppliers, society and even the 

government. The benefits of small scale enterprises to any economy are easily noticeable. It 

includes contribution to the economy in terms of output of goods and services, creation of 

jobs at relatively low prices, providing an avenue for reducing income disparities, developing 

a pool of skilled, semi-skilled and unskilled employees as a basis for future industrial 

expansion. Specifically, the benefits of small scale enterprises are developing personal 

relationships with customers, employees and suppliers, inventiveness and innovation, which 

promotes growth of the firm. Unfortunately, SMEs have performed poorly in Nigeria as well 

as in Plateau State due to internal factors (such as lack of innovation, improper book keeping, 

lack of succession plan, and so on) and external factors (such as insufficient capital, lack of 

credit facilities, insecurity, and so on). All these factors and much more has led to the rising 

rate of poverty in Plateau State and the nation at large, and the most affected are the youths. 

Poverty is a living condition in which an entity is faced with economic, social, 

political, cultural and environmental deprivation (Abimuku, 2006). It is a state of involuntary 

deprivation to which a person, household, community or nation is subjected to. Poverty and 

weak economic performance are the greatest challenges militating against Nigeria‘s 

transformation and development today (Adams, 2021). According to Oba & Onuoha (2013), 

the data on poverty records rating across different nations indicate that about 1.1 billion 

people earn less than one or more dollars ($1.00-$2.00) per day, coupled with daily risks and 

hardships that determine their survival and even existence. Poverty is the foundation of social 

vices such as theft, drug abuse, prostitution, kidnapping, etc. It can bring about unhealthy 

habits, family problems, health challenges, depression, stress and even mental problems. 

Plateau State in the past years has been known for its peace and tourism not until twenty 

years ago when the situation changed and insecurity issues, religious and ethnic crises, 

kidnapping has been the order of the day making the environment hostile  and almost 

impossible for business and any other activities to thrive. The economic consequence of the 

above is dire on both individuals and the state at large (Abimuku, 2006). This includes loss of 

lives and properties, living in constant fear, inaccessibility of markets and raw materials, 

businesses folding up which results in citizens being unemployed, retrenchment or being 

under paid due to the above factors thus leading to reduced standard of living, individuals 

engaging in social vices thereby poverty in the state. In line with the above, this study 

examines the relationship between SMEs performance and poverty reduction in Plateau State. 

 

Research Objectives 

The general objective of this study is to examine SMEs performance as a remedy for poverty 

reduction in Plateau State. Our specific objectives are: 

1. To examine the relationship between customer satisfaction and poverty reduction in 

Plateau State.  
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2. To examine the relationship between growth and poverty reduction in Plateau State. 

3. To examine the relationship between innovation and poverty reduction in Plateau 

State. 

 

Research Questions 

The following research questions were formulated to guide the study: 

1. What is the relationship between customer satisfaction and poverty reduction in 

Plateau State? 

2. What is the relationship between growth and poverty reduction in Plateau State? 

3. What is the relationship between innovation and poverty reduction in Plateau State? 

 

Research Hypotheses 

The following hypotheses are formulated for the study: 

1. H1: There is no significant relationship between customer satisfaction and poverty 

reduction in Plateau State. 

2. H2: There is no significant relationship between growth and poverty reduction in 

Plateau State. 

3. H3: There is a significant relationship between innovation and poverty reduction in 

Plateau State. 

Literature Review 

Small and Medium Enterprise (SMEs) 

Small and Medium Enterprises (SMEs) are recognized globally as the engine for growth. 

SMEs are businesses whose personnel numbers fall below certain limits, although the number 

of employees in SMEs vary from industry to industry (Al-Herwi, 2019). According to Ardic, 

Mylenko & Saltane (2011), SMEs are commonly defined as registered businesses with less 

than 250 employees, the definition still varies from country to country. For example, the 

United States Small Business Administration describes companies with fewer than 500 

employees as small enterprises. The criteria for defining SMEs within the European Union 

are defined according to their size and three additional measures. The first is that an SME 

employs not more than 250 staff members. The second is that the maximum annual turnover 

of an SME is €50 million and third, its balance sheet amounts to less than €43 million. In 

Nigeria, the Central Bank of Nigeria (CBN) defines SMEs as an enterprise with a maximum 

asset base of N200 million (without land and working capital), and the number of employees 

not less than 10 and not more than 300 (CBN, 2003). 

 

SMEs Performance 

Small and Medium Enterprises (SMEs) are a potent driving force for industrial growth and 

indeed overall economic development (Smallbone & Wyer, 2000). According to Dakung et. 

al. (2017), SMEs are the driving force of industrial growth and development of the economy 

by ensuring diversification and growth of industrial production and the achievement of the 

basic objectives of development. In the United States, small businesses account for 39% of 

high-tech jobs and create 60%-80% of the net new jobs annually, they also account for 52.6% 

of all retail sales and represent 89% of U.S. exports (Wiklund, 1998). In the United Kingdom, 

SMEs are the backbone of the economy, employing around 59% of the UK workforce and 

contributing around 51% of the nation’s GDP (Bryson & Forth, 2018). In Africa, SMEs 

account for more than 90% of businesses and contribute about 50% to Gross National 

Product (GDP) (Muriithi, 2017). In Nigeria, SMEs comprise of 87% of all the operating firms 

and make up 48% of the total GDP in the last five years (NBS, 2019). However, regardless of 

its contribution, SMEs have performed poorly in Plateau State, as well as, in Nigeria. The 
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rate of business dearth is high probably due to reasons of low capital, lack of relationship 

between business life and that of promoter, inadequate market information and low level of 

operation, amongst other factors. This is the situation in Nigeria, thus, this study investigates 

SMEs performance as a remedy to reducing poverty in Plateau State. SME performance is a 

measure that describes the health of an SME that may not only depend on the efficiency and 

effectiveness but also on the market where the SME operates. Taouab & Issor (2019) defines 

performance as an ability of an object to produce results in a dimension determined priority, 

in relation to a target. Thus, it is necessary to have, first, an object whose performance is to be 

considered; second, a dimension in which one is interested; and, third, a set target for the 

result. This study adopts three measures of firm performance – customer satisfaction, growth 

and innovation.  

Customer Satisfaction: Small businesses need to realize the importance of developing 

relationships with their customers if they want to survive over the long term (Tatikonda, 

2013). In order to develop these relationships, it is essential that SMEs seek to maximize 

customer satisfaction. All humans need and want certain things, thus customers expect to be 

satisfied with their purchase. According to Zeithaml, Bitner & Gremel (2009), satisfaction is 

when the customer evaluates whether a product or service has met their needs and 

expectations. Knowing what customers’ expectations of a product or service is, an SME can 

then tailor their product or service offering accordingly to fulfil these needs and satisfy these 

customers. Hence, customer satisfaction is the resource on which the success of the 

organization depends (Zhang & Pan, 2009). It is therefore important that organizations focus 

on serving their customers. 

Growth: is an important factor in the performance of a firm, as it demonstrates the 

viability of firms in maintaining and developing their business (Aigbokhan, 2000). Growth 

factors include the growth and profit of the business. Business growth is a stage where the 

business reaches the point for expansion and seeks additional options to generate more profit. 

Business growth is a function of the business lifecycle, industry growth trends, and the 

owners’ desire for equity value creation. Business growth is critical for all scale-up minded 

businesses. Business growth is a function of resource availability and often requires upfront 

investment (Mohammed, 2015). A growing business is one that is expanding in one or more 

ways such as revenue, sales, company value, profits, number of employees, and number of 

customers. Many other benefits motivate businesses to grow. For example, greater 

sustainability or resilience in the market, lower costs - due to economies of scale, greater 

market dominance, greater buying and bargaining power, ability to mitigate commercial risks 

through diversification, etc., ability to reduce the threat of competition, and ability to survive 

market fluctuations and downturns. 

Innovation: Thompson (1965) defines innovation as generation, acceptance and 

implementation of new ideas, processes, products or goods and services. It is an important 

tool that provides opportunities to new inventions and building of new markets (Cegarra-

Navarro, Reverte, Gómez-Melero, & Wensley, 2016). In other words, innovation is a key 

element in maintaining and improving organizational performance. The aspect of the product 

indicates that SMEs create a new product in addition to their existing product or services or 

find ways to add value to their products or services in other to attract and retain customers. 

The newness that innovation portrays in the improvement of products, services or process can 

be described in two ways - technical and administrative innovation. Technical innovation has 

to do with technology, products and services, while administrative innovation deals with 

improved procedures, policies and organizational forms. According to Hui and Chuan (2002), 

the possible critical aspects of organizational excellence include establishing a strong vision 
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and mission, forming policies and strategies, commitment to excellence, managing values and 

ethics, human development, empowerment and innovation, ensuring people’s well-being, 

using new technologies, suppliers and business partnerships, providing customer care, service 

and satisfaction. 

 

Poverty Reduction 

Poverty is a multidimensional concept that seeks to measure levels of deprivation 

encountered by a person, household or community (Danaan, 2018). In other words, it is 

complex, multidimensional and multifaceted with manifestations in the economic, social, 

political, environmental and every realm of human existence. Researchers posit that the 

conceptualization of poverty over the years is changing with emerging perspectives in 

different contexts (Danaan, 2018; Bhalla & Lapeyre, 2016; Spicker, Leguizamón, & Gordon, 

2007). The United Nations Development Programme [UNDP] describes the poor as those 

who live on less than $1 per day. In Nigeria, although the number of people in poverty has 

continued to increased, the national and state governments have introduced policies to 

alleviate poverty. Poverty reduction can be considered as the improvement of an individuals 

or groups monetary expenditure to an amount above the poverty line while improving access 

to education, healthcare, information, economic opportunities security of land and tenure, and 

all the other derivations associated with it. According to Adams (2021), people cannot be 

permanently taken out of poverty. In his words, poverty reduction is simply temporary. In 

Plateau State, the National Poverty Eradication Programme (NAPEP) was introduced to 

enable the government effectively ensure execution of mandates – serving as a fulcrum for 

inter-linkages with relevant stakeholders, ministry and other government agencies (Dongkek 

and Okoye, 2016). SMEs contribute towards alleviating poverty via job creation, growth, etc.  

Methodology 

The survey research design via questionnaire was used in this study. The target population 

consists of 6,408 SMEs in Plateau State (SMEDAN, 2019). The sample size was determined 

using Yamane’s formula (Yamane, 1967). The calculated sample size was Three Hundred 

and Seventy Six (376). The study adopted the simple random sampling as its sampling 

procedure. The questionnaires were close-ended. Five-point Likert-scale (SA-Strongly 

Agreed, A-Agree, U-Undecided, D-Disagree, S-Strongly Disagree) that best describes the 

extent to which the respondents agree with each items in the questionnaire was used. Data 

was collected, coded and analyzed through the use of tables, frequencies, percentages, mean, 

standard deviations and correlation. Analysis of the data collected in relation to the 

hypotheses tested was carried out with the aid of non-parametric ordinal regression and 

Spearman rank correlation using the Statistical Package for Social Sciences (SPSS) version 

2.5. Hypothesis for the study was tested at 0.05 level of significance thereby providing an 

assurance of 95% that the obtained result is a representative of the population from which it 

was drawn. 

 

Analysis 

Data collected and analyzed for this research are presented in tables. Findings made from the 

result of the analyzed data and the discussions are presented. 
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Distribution and Retrieval of Questionnaires 

Table 1: Distribution and Retrieval of Questionnaires 

 

 

 

 

 

Table 1 shows that 376 questionnaires were administered to the respondents, 55 were 

not returned while 321 were returned. The returned questionnaires constitute 85% hence valid 

for the study. 

 

Demographic Data of the Respondents 

Table 2: Distribution of respondents and response rate 

  

A total of 321 respondents formed part of the study. All respondents fall between the 

ages 18-36 and above consisting of 182 males and 139 females of which 112 are married and 

209 are single. 34.89% of the respondents are holders of certificates above the undergraduate 

degree/HND and 3.43% are secondary school graduate certificate holders. Out of the total of 

321, 217 (67.6%) own a business, while 104 (32.4%) are employees. 

  

Questionnaire Distribution Frequency Percentage (%) 

Returned  questionnaires 321 85.37 

Non-returned  questionnaires 55 14.63 

Total no. of questionnaires 376 100.00 

Respondents Status Questionnaire administered (sampled) Percentage of total response (%) 

Gender/Category   

Male 182 56.70 

Female 139 43.30 

Total 321 100.00 

Age   

18 – 20 26 08.10 

21 – 25 33 10.28 

26 – 30 50 15.58 

31 – 35 125 38.94 

36 – above 87 27.10 

Total 321 100.00 

Marital Status   

Married 112 34.89 

Single 209 65.11 

Divorced 0 0 

Total 321 100.00 

Educational Qualification   

SSCE 11 03.43 

Diploma/NCE 24 07.48 

Degree/HND 102 31.77 

Above 112 34.89 

None 72 22.43 

Total 321 100.00 

Position   

Owner 217 67.60 

Employee 104 32.40 

Total 321 100.00 
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Mean, Standard Deviations and Correlation 

Table 3: Mean, Standard Deviations and Correlation 
 Mean SD 1 2 3 

Customer Satisfaction 4.19 .452 1.000   

Growth 4.08 .650 .291** 1.000  

Innovation 3.98 .660 .244** .362** 1.000 

 

The mean, standard deviation and correlation coefficient of the variables of SMEs 

performance are presented above. The mean for customer satisfaction, growth and innovation 

is 4.19, 4.08 and 3.89, respectively. The standard deviations was reported as .452, .650, and 

.660, respectively. The correlation of the variables indicated the following: customer 

satisfaction correlated significantly with growth (R = 0.291, p < 0.0001) and innovation 

correlated as (R = 0.244, p < 0.0001). The correlation of the variables shows that they are 

connected significantly with each other (R = 0.362, p < 0.0001). This indicates that the 

variables are largely connected to each other. 

 

Tests of Normality  

Table 4: Result for Test of Normality 
Tests of Normality 

 Kolmogorov-Smirnov
a
 Shapiro-Wilk 

Statistic Df Sig. Statistic df Sig. 

Log_CS .230 321 .000 .899 321 .000 

Log_SG .202 321 .000 .913 321 .000 

Log_INN .206 321 .000 .910 321 .000 

Log_PR .199 321 .000 .865 321 .000 

a. Lilliefors Significance Correction 

 

 Since the data set was above 100, the Kolmogorov-Smirnov statistic (from the table 

above) was adopted for the purpose of this study. All Sig. values for all the variables are at 

.000 which is less than the .05 level of significance. This means that all the variables are 

statistically significant and hence not normally distributed. The researcher therefore adopts 

the ordinal regression & Spearman rank correlation non-parametric methods of data analysis. 

Three null hypotheses were tested using ordinal regression & Spearman rank correlation non-

parametric methods of data analysis. 

 

Model Fitting 

Table 5: The Model Fitting Information 
Model Fitting Information 

Model -2 Log Likelihood Chi-Square df Sig. 

Intercept Only 976.099    

Final 901.495 74.604 3 .000 

Link function: Logit. 

 

In table 5 above, the result indicates that the final model is a significant improvement 

in fit over the null model having a Chi-Square value of 74.604 and a p-value of .000 which is 

less than .05 level of significance. This means that the model fits the data set used in the 

analysis thus appropriate. 
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Goodness of Fit Test 

Table 6: Goodness of Fit Test Result 
Goodness-of-Fit 

 Chi-Square Df Sig. 

Pearson 2234.342 1570 .000 

Deviance 744.790 1570 1.000 

Link function: Logit. 

 

Table 6 above contains the Deviance and Pearson Chi-Square tests which are useful 

for determining whether a model exhibits good fit to the data. Non-significant test results are 

indicators that the model fits the data well. From the table, Pearson’s Chi-Square test 

indicates that the model does not fit the data well with a significant value of p = .000. 

However, the Deviance Chi-Square indicates a good fit with p = 1.000. 

 

Pseudo R-Square Test 

Table 7: Pseudo R-Square Test Result 
Pseudo R-Square 

Cox and Snell .207 

Nagelkerke .211 

McFadden .058 

Link function: Logit. 

 

From Table 7 above, the Nagelkerke value of .211 indicates that 21.1% changes in 

Poverty Reduction is as a result of Customer Satisfaction, SME Growth and Innovation. 

 

Parameter Estimates 

Table 8: Parameter Estimates 
Parameter Estimates 

 Estima
te 

Std. 
Error 

Wald d
f 

Sig. 95% Confidence 
Interval 

Lower 
Bound 

Upper 
Bound 

Threshol
d 

[PovertyReduc = 1.25] 4.272 1.978 4.664 1 .031 .395 8.149 
[PovertyReduc = 2.50] 5.898 1.780 10.981 1 .001 2.409 9.386 
[PovertyReduc = 2.75] 6.631 1.756 14.266 1 .000 3.190 10.072 
[PovertyReduc = 3.00] 7.769 1.746 19.800 1 .000 4.347 11.191 
[PovertyReduc = 3.25] 8.703 1.750 24.727 1 .000 5.273 12.134 
[PovertyReduc = 3.50] 9.410 1.757 28.687 1 .000 5.967 12.853 
[PovertyReduc = 3.75] 10.203 1.767 33.356 1 .000 6.740 13.665 
[PovertyReduc = 4.00] 11.814 1.793 43.392 1 .000 8.299 15.329 
[PovertyReduc = 4.25] 13.028 1.820 51.244 1 .000 9.461 16.595 
[PovertyReduc = 4.50] 14.024 1.846 57.704 1 .000 10.405 17.642 
[PovertyReduc = 4.75] 14.635 1.867 61.435 1 .000 10.975 18.294 

Location CustomerSat .071 .396 .032 1 .858 -.705 .846 
SMEGrowth .364 .280 1.691 1 .193 -.184 .911 
Innovation 2.194 .296 55.014 1 .000 1.614 2.773 

Link function: Logit. 

 

Customer satisfaction has a significant positive predictor of poverty reduction through 

SMEs in Plateau State. For every one unit increase in customer satisfaction, there is a 

predicted increase of 0.071 in the log odds of being at a higher level on the need for SMEs. 

SMEs growth has a significant positive predictor of poverty reduction through SMEs in 
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Plateau State showing an obtained coefficient value of 0.364. This means that for every one 

unit increase in SMEs growth, there is a predicted increase of 0.364 in the log odds of being 

at a higher level on poverty reduction. Innovation has a significant positive predictor of 

poverty reduction through SMEs in Plateau State. It shows that for every one unit increase in 

innovation, there is a predicted increase of 2.194 in the log odds of being at a higher level on 

poverty reduction. 

 

Non-Parametric Spearman’s Correlation 

Table 9: Non-Parametric Spearman’s Correlation Result 
Correlations 

 CustomerSat SMEGrowth Innovation PovertyReduc 

Spearman's 

rho 

CustomerSat Correlation Coefficient 1.000 .291
**

 .244
**

 .143
*
 

Sig. (2-tailed) . .000 .000 .011 

N 321 321 321 321 

SMEGrowth Correlation Coefficient .291
**

 1.000 .362
**

 .246
**

 

Sig. (2-tailed) .000 . .000 .000 

N 321 321 321 321 

Innovation Correlation Coefficient .244
**

 .362
**

 1.000 .404
**

 

Sig. (2-tailed) .000 .000 . .000 

N 321 321 321 321 

PovertyReduc Correlation Coefficient .143
*
 .246

**
 .404

**
 1.000 

Sig. (2-tailed) .011 .000 .000 . 

N 321 321 321 321 

**. Correlation is significant at the 0.01 level (2-tailed). 

*. Correlation is significant at the 0.05 level (2-tailed). 

Test of Hypotheses  

Hypothesis 1: There is no significant relationship between customer satisfaction and poverty 

reductions in Plateau State. Since the obtained values for H1 from the table above have the 

significant (2-tailed) values below 0.05 at 0.011, the null hypothesis is rejected and the 

alternative retained. This means that there is a significant relationship between customer 

satisfaction and poverty reduction in Plateau State. 

 

Hypothesis 2: There is no significant relationship between growth and poverty reduction in 

Plateau State. The decision would be to reject the null hypothesis, since the obtained level of 

significance is at .000 which is less than .05 significant value. This means that there is a 

significant relationship between growth and poverty reduction in Plateau State. 

 

Hypothesis 3: There is no significant relationship between innovation and poverty reduction 

in Plateau State. The level of significance is at .000. The decision would be to reject the null 

hypothesis and retain the alternative. Hence, there is a significant relationship between 

innovation and poverty reduction in Plateau State. 

Discussion of Findings  
The first hypothesis tested shows a correlation co-efficient of 0.61. This means that there is a 

strong positive correlation between SMEs customer satisfaction and poverty reduction in 

Plateau State. In other words, the higher the satisfaction that customers get from SMEs, the 

lesser the poverty and vice versa. In the same vein, the second hypothesis tested shows a 

correlation co-efficient of 0.72. This shows that there is a strong positive correlation between 

SMEs growth and poverty reduction in Plateau State. In other words, the higher the SMEs 

growth, the lesser the poverty and vice versa. Furthermore, the third hypothesis tested shows 

a correlation co-efficient of 0.56. This shows that there is a strong positive correlation 
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between SMEs innovation and poverty reduction in Plateau State. In other words, the higher 

the SMEs innovation, the lesser the poverty and vice versa. 

The result of the analysis in this study shows that SMEs performance has a 

moderately strong relationship with poverty reduction in Plateau State. The study sought to 

find out the relationship between SMEs customer satisfaction and poverty reduction. It was 

discovered that the SMEs satisfy customers positively and in turn yield positive ways of 

reducing poverty through innovative strategies and providing employment opportunities. 

Also, the study found that some SMEs grow and build a strong customer base because they 

have made customers’ satisfaction a major priority. The second objective of the study is to 

determine the relationship between SMEs innovation and poverty reduction in Plateau State. 

Innovation in terms of ideas, use of new technology and training of staff provides great deal 

of opportunities for SMEs. The study found that trained employees tend to be more creative 

and innovative. Also, customers react positively to innovations in the fast changing business 

world. The study found that most of the SMEs stay relevant and increase their sales as well as 

maintain existing customers by being innovative. Furthermore, they equally accept the fact 

that there are clear indications that the customers love the new innovative strategies of the 

SMEs. Similarly, the third objective of the study was to examine the relationship between 

growth and poverty reduction in Plateau State. The study found that sales and profit increases 

the opportunity for a firm to grow. Also, the strategies adopted by most SMEs will bring 

about growth and sustainability. 

 

Conclusions 

SMEs are the back bone of any economy, thus contribute immensely to the growth of the 

economy via income generation, employment, and so on. Despite their contributions, SMEs 

are faced with some challenges both internal and external which they have little or no control 

over. From the findings, we conclude that when customers are satisfied with the quality of 

products (goods and services), they become loyal customers and are not concerned with price 

increase, tell others about their experience and also recommend the product. These acts tend 

to generate more revenue for the business, thus a chance to grow in size, sales and profits, 

which in turn will lift the standard of living of its stakeholders. SMEs grow their business by 

making sure innovative products are readily available and meets the specific needs of their 

customers, and doing so, increases their sales and profit. SMEs adopt strategies to bring about 

sustainability and growth, and, creative ideas to bring about new products. In addition, SMEs 

distinguish themselves by staying relevant via innovation as customers react positively in the 

fast changing business world. They become innovative when they adapt new technology, 

ideas, strategies, train and re-train staff. SMEs make use of customer satisfaction, growth and 

innovation to increase their performance, hence there is a high tendency to reduce poverty in 

Plateau State. Poverty cannot be completely eradicated but can be reduced only when SMEs 

are deliberate. 

The study recommends that SMEs should find a niche, as well as problems, and try to 

find solutions to these problems. Also, SMEs should always get feedback from their 

customers so as to know how to serve them better. Furthermore, SMEs should make sure 

their products are innovative, have good quality and meets the needs of the customers. 

Government should create a peaceful and conducive environment so businesses can thrive. 

SMEs train and re-train staffs to boost performance, be more innovative, customer focused 

and eventually lead to the growth of the organization. 

This study focused on SMEs performance with regards to customer satisfaction, 

growth and innovation. Further studies should focus on other indices of performance such as 



African Journal of Business and Economic Development | ISSN: 2782-7658 

Vol. 2, Issue 3 (March, 2022) | www.ijaar.org 

 

31 

 

market penetration, expansion, volume of sales, etc. Also, future studies can be carried out in 

other states, or in Plateau State, when the environment is favourable and less hostile. 

This study will contribute to existing theories, and further enhance existing concepts 

(customer satisfaction, growth, innovation). The study contributes to knowledge by providing 

useful information to business owners, employees and those intending to own businesses on 

how to manage, grow and sustain the business. The study contributes to the people of Plateau 

State via government policies that will help businesses thrive in every aspect. 
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