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In this study, BSC model of center for teaching and learning was developed using balanced scorecard suitable for non-profit
organization. Firstly, relevant literature surveys and evaluation indicators of various CTL and institution with similar characteristics
were examined. Next, a draft BSC model was designed through interviews of specialists. Lastly, the BSC model was proposed
by verifying the content validity of the evaluation model by conducting two Delphi surveys. The BSC model of CTL has 4
perspectives: resource, customer, internal process, learning and growth, 9 critical success factors: 2 factors in resource, customer

and learning and growth perspectives, 3 factors in internal process perspective, and 23 key performance Indicators: 4 indicators
in resource and learning and growth, 7 indicators in customer perspective, 8 indicators in internal process perspective. The im-
plications of this study through the results were as follows: firstly, the proposed BSC model showed an evaluation model suitable
for a non-profit organization. Second, the BSC model was linked to the organization’s mission and vision. Third, it could contribute
to the long-term development of CTL. Lastly, if it could be applied to management, and evaluated, it is expected to play a

role of providing basic data for the budget support and spread of the university.
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<Figure 2> The Process of Analysis
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<Table 1> Sample Characteristics
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<Table 2> The Composition of Delphi Questionnaire

Division Contents Number of questions
representation 4
Perspectives clarity 4
comprehensiveness 1
Critical representation 10
Success clarity 10
Factors comprehensiveness 4
Key representation 27
Performance clarity 27
Indicators comprehensiveness 10
Sum 97

Division Persons | (%)
30~39 4 36
Age 40~49 5 46
More than 49 2 18
Total 11 100
Male 4 36
Sex Female 7 64
Total 11 100
Bachelor 1 9
Academic Master 1 9
background Doctor 9 82
Total 11 100
Education 8 73
Society 1 9
Major Engineering 1
nature 1
Total 11 100
Less than 2 years 2 18
2~5(years) 4 36
Career 5~10(years) 4 36
More than 10 years 1 9
Total 11 100
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Critical success factors
* Securing transparency of financial resources
* Budget size and financial stability
* Securing and managing material resources
* Securing and managing human resources
» Efficient management of resources
* Improve learner satisfaction
* Satisfaction of program officials
* Establish the vision and goals
* Program development and operation
* Business standardization
* Support for learners
* Development of Networking
* Enhancement of member’s capability
* Enhancement of organizational culture
* Securing of manpower

<Table 3> CSF for CTL from Literature Research

Perspective
1. Resource
1. Resource
2. Customer
3. Internal process
4. Learning and
Growth
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<Table 4> KPI for CTL from Literature Research
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Key performance indicators

» Institutional budget scale and execution performance

» Utilization of learner counseling support system

* Number of certificate related to teaching and learning
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<Table 6> The Result of the First Delphi Survey in Critical
Success Factors(Resource)

<Table 7> The Result of the First Delphi Survey in Critical
Success Factors(Customer)

Perspective Customer
Critical success representation
factors mean | standard deviation | CVR
Improwpg in leamer 44 0.67 0.82
satisfaction
Improvmg mn 1nstructor 43 0.65 0.82
satisfaction
Critical success clarity
factors mean | standard deviation | CVR
Improvmg in learner 42 075 0.64
satisfaction
lmPr0V1pg I nstructor 42 075 0.64
satisfaction
. mean | standard deviation | CVR
comprehensiveness
42 0.60 0.82

<Table 8> The Result of the First Delphi survey in Critical
Success Factors(Internal process)

Perspective Resource
Critical success representation
factors mean | standard deviation | CVR
Fmanmal resource 4.1 070 O 64
management
Material resource 44 0.50 10
management
Human resource 45 052 10
management
Critical success clarity
factors mean | standard deviation | CVR
Financial resource 41 0.70 0.64
management
Material resource 43 047 10
management
Human resource 44 0.50 10
management
. mean | standard deviation | CVR
comprehensiveness
44 0.50 1.0
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Perspective Internal process
Critical success representation
factors mean | standard deviation | CVR
Management of the 42 0.60 0.82
mission & vision
System operation 43 0.65 0.82
System management 4.3 0.65 0.82
Critical success clarity
factors mean | standard deviation | CVR
Management of the 40 0.63 0.82
mission & vision
System operation 42 0.60 0.82
System management 4.1 0.70 0.64
. mean | standard deviation | CVR
comprehensiveness
42 0.40 1.0

<Table 9> The Result of the First Delphi Survey in Critical
Success Factors(Learning & Growth)

Perspective Learning & Growth
Critical success representation
factors mean | standard deviation | CVR
Enhanp;ment of member’s 40 0.45 0.82
capability
Enharl.cen}ent of collaborative 41 0.54 0.82
organizational culture
Critical success clarity
factors mean | standard deviation | CVR
Enhaqc;ment of member’s 40 045 0.82
capability
Enhan_cerr_lent of collaborative 42 0.40 10
organizational culture
comprehensiveness mean | standard deviation | CVR
P 4.1 0.70 0.64
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<Table 10> The BSC Model for CTL

Mission | Support for fostering convergence talent through creative and innovative teaching and learning system
Vision A vibrant CTL that realizes the value of learning
Perspective | Critical success factor Key performance indicator Method of key performance indicator
Financial resource Procedure of budget allocation * Hold a steering committee
Resource management Audit of budget and settlement * Hold a steering committee
Material resource Number of using the educational equipment * Number of using the educational equipment
management Management and maintenance of educational equipment | ¢ Utilize checklists
Learner satisfaction » Satisfaction survey
Improving in learner Program effectiveness * Before-and-after evaluation
satisfaction Program completion rate * Implementation of completion standard
Customer Number of program participation * Number of program participation
o Instructor satisfaction * Satisfaction survey
izgosrf(:é]trilogn n instructor Program effectiveness * Before-and-after evaluation
Number of education/training participation * Number of education/training participation
Establishment of annual operation plan and monitoring| * Hold a steering committee
Core process management - - -
Quarterly performance evaluation * Hold a steering committee
Administrative support satisfaction of customer * Satisfaction survey
Internal | System operation Development of operation support manual * Development of operation support manual
process Number of Registration for teaching-related posts | * Number of Registration for teaching-related posts
Homepage views » Homepage views
System management Number of steering committee * Number of steering committee
Number of program operation result reports * Number of program operation result reports
Fnhancement of member’s | Participation time of annual capacity development | e Participation time of annual capacity development
Learning & capability Support cost of annual capacity development * Support cost of annual capacity development
Growth Fnhancement of collaborative | Communication skills for members * Measurement of Communication skills for members
organizational culture Sharing the annual operation plan Execute the meeting quarterly
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