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ABSTRACT

Purpose: This study aims to overcome the problem of private education market environment which is polarized
into commercialized large private education institutions and small and medium sized private education in-
stitutions in a poor business environment, and develop systematic performance measurement model applicable
for small and medium sized private education institutions.

Methods: To develop the BSC which measures financial and non-financial indicator in a balanced manner
and introduce the BSC into private education institutions that contain conflicting goals "EDUCATION" and
"PROFIT". In particular, Utilizing the methodology of AHP, the priority of strategies and execution assignments
are derived.

Results: BSC model was developed and introduced by cooperating with executives of the private education
institution. Moreover, the study permits to achieve the strategy, enterprise—wide vision and mission by deriving
strategy map and applying it to the private education institution. To measure the performance of BSC model
instruction, KPI corresponding to the strategic objectives of each perspective was derived.

Conclusion: BSC model generally introduces to large-sized companies and public institutions. In this study,
BSC model is developed by focusing on small and medium sized private institution. Furthermore, this study
is more than simple model development, it makes a connection with achievement of strategic objectives,
enterprise—wide vision and mission through strategy map and strategy execution method. Through the devel-
oped BSC model and strategy execution method, utilization plan in practice and customized model for private

education institutions coexisting profit and non—profit objectives were developed, and academic implications
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were presented.
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Table 1. The CSF and KPI of strategies

Strategy

Word-of-mouth publicity expansion strategy (Customer perspective)

Assignments

Critical Success Factors

Candidate group of KPI

*  Development of various/
Professional promotions
¢ Hold the events of customer

* Increase customer
satisfaction
* Increase customer

e Number of recruitment promotions

*  Number of customers participation
lectures and seminars

* Positive response rate about oral

participation participation events questions
e Publicist training * Service training of staff *  Number of professional training for
CRM
Strategy Differentiation advantage strategy(Internal process perspective)
Assignments Critical Success Factors Candidate group of KPI

o Differentiated curriculum
development

* Professional lecturer
selection and training

¢ Development of Program for
external test

* Increase of customer
loyalty through
differentiated curriculum

* Satisfaction of customer
service

*  Member training

o Number of operating external testing
programs

o Success rate of introduction programs

¢ Rate of positive answer to the
satisfaction

e Number of regular members training

Strategy

Performance

management establish strategies(Learning and growth perspective)

Assignments

Critical Success Factors

Candidate group of KPI

¢ Development of incentive
payment system

¢ EKstablishment of integrity
management organization

e Formation of the unified
organizational culture

* Appropriate incentive
payments system

¢ Sharing the management
performance

*  Members training about
service value

o Spread of mutual
organizational culture

* Incentive reward ratios

* Performance reward satisfaction
(through internal survey)

e Number of entire workshops and
seminars

* Number of public hearings about the
management performance(each
quarter of a year)
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Table 2. The perspectives of Case institution and KPI, Initiatives

Educational institutions that make the right person, the right talent, the right leader

Mission . .
through the right education.
Vision Our Academy be, give priority to the humanistic education, the dream of students and
grow advisably.
Perspective KPI Initiative
The rate of increase net profit
Resource The rate of reduce debt ratios
perspective The rate of increase a number of
students . .
- - - *  Wide effort to reduce operating costs
Customer satisfaction(education) .
. - - * Hold a customer measures meeting
Customer satisfaction(Consultation) . . .
— ¢ Construction for customer service training
Number of customers participation
Customer program

. lectures and seminars .
Perspective - ; ¢ Development of customer participation
Number of recruitment promotions oeram
Number of feed-back meeting about prog ) .
. ¢ Development of a various promotion
consultation . .
- - ¢ Development of customized curriculum
Number of public hearings about the .
* Hold a the meeting about results of
management performance . )
- - . customer satisfaction survey
Staff satisfaction on compensation . .
¢ Effectiveness analysis of external test

system
- - - program(pass rate)
Customer satisfaction on education . .
Internal . * Hold a public hearings of management
curriculum
process per= Number of developed external test performance
spective P * Establishment of new lecturer selection
program .
— criteria
Number of conducted staff training . ..
¢ Implementation of staff training programs
programs

¢ Implementation of motivation program

Number of collaborative meetings * Thorough lesson management(through

between departments

- self-assessment)
Number of staff seminar held . . .
- - * Construction of incentive payments system
Satisfaction on lecturer

Learning and .. e Hold a entire workshop and seminar
selection(internal staff)
growth per-—

. Lecturer self-assessment scores
spective - — -
New(Apprentice) staff training time
Proposed system(through workshop)
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4 Goal @ [ 1deal mode WRT Goal _ Global Priorities, %
4 The strategy of word-of-mouth Obje ctives
t— The dvelopment of diverse and professional promotion [Shnw - . ]
— The pratice of customer paricipation evenis
. . ‘Objectives All Participants
— The training of publicist
The strategy of word-of-mouth | 55.48 %
4 The strategy of differentiation advantage
The strategy of differentiation advantage 27 66 %
— The development of differentiated curriculum
The strategy of result evaluation 16.86 %

— The selection and special education ofteachers

L The development of external test programs

M The strategy of result evaluation
— The development of incentive system of provision

— The establishment of integrous operation

I~ The building of unified organization culture

Figure 10. The priority result of Strategy

FAZ Expert choice TEI1AS ALg&to] EA18190}

AHP 41 B8 A 94589 A, AR e o] 55.48%% M T8 2 A
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ZHA Al 7] A T 7P w2 SAEE Bl A SHAE S QAEHE AFAE ALY 7.47%,
‘Tt 2279 gy 5.08%, ‘BdE 2ATS A 43192 47 EHACHT
Priority of Alternatives
T e ey |
Increase of customer satisfaction level I
Increase of customer partidpation events — 12.04%
Service training of an operator on duty B 20
Improvement of customer loyalty through differentiated curriculum 1 9.50 %
Satisfaction of counseling | | 233%
Organization member training [ | 6.53%
Offer of suitable incentive | 4.68 %
Sharing of management result [ 8.37%
Continuous instructor training for improved service value 1 2.70%
Spreadabiity of coexisting organizational culture i 8.51%

Figure 11. The priority result of all CSF
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APPENDIX

z
Mz
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i)
=)

4 Goal o [ ldeal mode WRT The strategy of word-of-mouth  Global Priorities, %
4— The strategy of word-of-mouth Ob je ctives
— The dvelopment of diverse and professional promotion lsnnw e . J
— The pratice of customer paricipation events
. . Objectives All Participants
- The training of publicist
The dvelopment of diverse and professional promotion 2217 %
4— The strategy of differentiation advantage
The pratice of customer paricipation events 14.59 %
— The development of differentiated curriculum
The training of publicist 1872 %

— The selection and special education of teachers

- The development of external test programs

4~ The strategy of result evaluation
— The development of incentive system of provision

— The establishment of integrous operation

L~ The building of unified organization culture

APPENDIX-Figure 1. The priority result of ‘strategy of word-of-mouth’

4 Goal 0 [ Ideal mode WRT The strategy of differentiation advantage  Global Priorities, %
4— The strategy of word-of-mouth Obje ctives
|- The dvelopment of diverse and professional promotion lShDW e —— . J
|- The pratice of customer participation events
Objectives All Participants
L— The fraining of publicist
The development of differentiated curriculum 10.87 %
g The strategy of differentiation advantage
The selection and special education ofteachers 8.88 %
— The development of differentiated curriculum
The development of external test programs 792 %

— The selection and special education ofteachers

L The development of external test programs

4 The strategy of result evaluation
|- The development of incentive system of provision

— The establishment of integrous operation

L~ The building of unified organization culture

APPENDIX-Figure 2. The priority result of ‘strategy of differentiation advantage’

4 Goal @ [ 1deal mode WRT The strategy of result evaluation __ Global Priorities, %
g The strategy of word-of-mouth Objectives
— The dvelopment of diverse and professional promotion l Shove chidren of selected node . ]
— The pratice of customer participation events
) ) Objectives All Participants
L The training of publicist
The development of incentive system of provision T4T %
g— The sitrategy of differentiation advantage
The establishment of integrous operation 508%
(— The development of differentiated curriculum
The building of unified organization culture 4.31%
— The selection and special education ofteachers
- The development of external test programs
4 The strategy of result evaluation

|- The development of incentive system of provision

|- The establishment of integrous operation

L The building of unified organization culture

APPENDIX-Figure 3. The priority result of ‘strategy of result evaluation’
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4 Goal @ [ 1deal mode WRT The strategy of word-of-mouth
§— The strategy of word-of-mouth Alternatives
|- The dvelopment of diverse and professional promotion
- Alternative Name All Participants
(— The pratice of customer participation events " "
1 | Increase of customer satisfaction level 5778 %
L The training of publicist . .
2 | Increase of customer paricipation events 20.84 %
§— The strategy of differentiation advantage
3 Service training of an operator on duty 54.56 %
(— The development of differentiated curriculum
4 | Improvement of customer loyalty through diff 0%
(— The selection and special education ofteachers .
5 | Satisfaction of counseling 0%
- The development of external test programs - o
6 | Organization member training 0%
4— The strategy of result evaluation ) . .
7 | Offer of suitable incentive 0%
[— The development of incentive system of provision
8 Sharing of management result 0%
[— The establishment of integrous operation
| 9 Continuous instructor training for improved s 0%
L The building of unified organization culture - - o
10 Spreadability of coexisting organizational cul 0%

APPENDIX-Figure 4. The priority result of CSF ‘strategy of word—of-mouth’

4 Goal o [ Ideal mode VWRT The strategy of differentiation advantage
y— The strategy of word-of-mouth Alternatives
(— The dvelopment of diverse and professional promotion
- Alternative Name Al Participants
(— The pratice of customer participation events " )
1 |Increase of customer satisfaction level 0%
L The training of publicist ) )
p 2 Increase of customer participation events 0%
4 The strategy of differentiation advantage
L 3 Service training of an operator on duty 0%
(— The development of differentiated curriculum
4  Improvement of customer loyalty through diff 47.23 %
[— The selection and special education ofteachers
5 Satisfaction of counseling 11.56 %
L The development of external test programs
6 Organization member training 3245%
4— The strategy of result evaluation
7 | Offer of suitable incentive 0%
[— The development of incentive system of provision
8 Sharing of management result 0%
[— The establishment of integrous operation
| a Continuous instructor training for improved s 0%
L The building of unified organization culture
10  Spreadability of coexisting organizational cul 0%

APPENDIX-Figure 5. The priority result of CSF ‘strategy of differentiation advantage’

44— Goal o[ ldeal mode WRT The strateqy of result evaluation
§— The strategy of word-of-mouth Alternatives
|- The dvelopment of diverse and professional promotion
~ Alternative Name All Participants
(— The pratice of customer participation events
1 | Increase of customer satisfaction level 0%
L The training of publicist
2 Increase of customer participation events 0%
y— The strategy of differentiation advantage X .
3 | Senice training of an operator on duty 0%
— The development of differentiated curriculum )
4 | Improvement of customer loyalty through diff 0%
[— The selection and special education ofteachers
5 Satisfaction of counseling 0%
L The development of external test programs o .
¢ 6 | Organization member training 0%
4— The strategy of result evaluation . . )
b 7 | Offer of suitable incentive 282 %
[— The development of incentive system of provision
8 Sharing of management result 68.24 %
— The establishment of integrous operation ) . o .
| 9 Continuous instructor training for improved = 2205%
- The building of unified organization culture . . .
10 | Spreadability of coexisting organizational cul 69.36 %

APPENDIX-Figure 6. The priority result of CSF ‘strategy of result evaluation’





