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Preface 
 
During this unprecedented time, almost all educational 

institutions have shifted from traditional learning to online 

learning.  When the COVID-19 hit the world, online 

teaching was no longer an option but a necessity.  Due to 

government restrictions and other related protocols, schools, 

colleges, and universities opted to deliver academic 

instructions into online to ensure that students still receive 

quality learning they deserve.  Online learning is a tool in 

which teaching and learning process still become student-

centered, innovative and flexible.  However, online learning 

can also become a disadvantage as there are many challenges 

associated with online teaching and learning. This e-book 

offers the different perspectives on online learning: 

framework, learning experiences both on students and 

teachers and its associated future management.  

 

The introductory part of this book gives an overview and 

framework of online learning. It provides technical 

discussions of learning management systems and teaching 

and learning modalities used in online learning.  It serves as 

guide in the development of the appropriate learning 

management system and modality relevant to the capacity 

and necessity of the academic institutions. The authors 

shared their actual experiences in the development and 

management of the systems and programs in online learning. 

 

Part 2 of the book contains the efficacy of online learning 

experience as per the students’ perspective.  It highlights the 

attitude of students towards distance learning at the peak of 
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the pandemic termed as ‘behavioral Coronaphobia.’ This 

part also highlights the expectations of high school and 

higher education students on online learning and teacher-

created videos as a tool in the online learning. The authors 

shared the results of their studies on the actual experience of 

their students which unveiled the various positive and 

negative facets of online learning. 

 

In part 3, the efficacy of online learning as per teachers’ 

perspective is presented. This part highlights the experience 

of the rural science teachers and the school administrator 

during the new normal in education. Recommendations 

outlined on this part serve as bases for further analysis in 

terms of online teaching-learning implementation. 

Meanwhile, the future of online learning is outlined in part 

4, which can be a basis for further review. The model 

contained in the paper can be particularly applied in higher 

education where online platform may be adapted for long in 

the post-pandemic new normal.  

 

This e-book offers major research results on the conduct and 

implementation of online teaching and learning in the 

context of COVID-19 pandemic.  It provides a unique 

perspective on the research issues regarding the effects of 

online learning from many experts in this field. 

 

Let us learn from the various personal experiences and 

perspectives of the researchers from various fields of 

specialization!  
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Balanced Scorecard: A Design Thinking 

Assessment of Higher Education’s 

Organizational Performance 
 

Michael Jere’ D. Abiol 

 

 

Introduction 

  
A balanced scorecard is a metric of organizational management 

performance that distinguishes and improves various internal 

organization positions and the external implications that result 

from them (Kaplan & Norton, 2009). Organizations use balanced 

scorecards to measure and offer feedback. Data collection is 

essential for both quantitative and qualitative results, so managers 

and executives gather, interpret, and apply information to make 

better business decisions (Tarvar, 2020). The scorecard offers 

managers four distinct viewpoints from which to choose 

indicators which supplement standard financial indices with 

metrics for customer satisfaction, organizational operations, and 

innovation and development practices. Moreover, the balanced 

scorecard encourages radical improvements in critical areas such 

as commodities, operations, customer behavior, and market 

development (Kaplan & Norton, 2009).  

 

In a similar context, the design thinking is a method that places 

the employee experience at the forefront of the initiative. When 

using design thinking, the company transitions from a process 

maker to an experience creator, concentrating on the user and the 

overall experience rather than the process itself. Thinking like a 

designer entails researching how people behave, creating personas 

and profiles to better appreciate various demographics, work 

environments, and real problems they face (CoreAxis, 2017). 

Corporate training and eLearning allow examining three 

significant touchpoints within the organization to appreciate better 

what is needed. These are the procedures, people, and 

technologies with which workers interact at various stages of their 

employment with the company (Maier, 2019). For instance, 
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anyone who works on faculty development in higher education 

understands that adult learners must understand that preparation 

can benefit them today. For faculty with large workloads and 

many binding commitments, dedicating even an hour to training 

can be a significant task. Design thinking is ideal for revising 

current training, developing new training, selecting a modality, 

and selecting workshop materials (Wahl, n.d.). As the design 

thinking revolution in education broadens and deepens, more 

professionals adopt the design thinking process to their specific 

contexts (Susie Wise, 2016).  

 

Every higher education institution aims to enhance their 

competitive advantage through a proper competition plan. Thus, 

every firm's policy formulation, and implementation are essential 

enablers. To carry out its plan, organizations are using the new 

principles in Design Thinking to formulate the balanced scorecard 

to improve and maintain competition  (Ambastha, 2019). In this 

context, this study evaluates the design thinking of organizational 

performance in higher education through the balanced scorecard 

perspectives. It particularly discusses how design thinking 

develops the balanced scorecard in organizational performance 

using one online modality.  
 

 

Methodology 

 
This research involves a case study, an in-depth examination of a 

specific research topic as compared to a broad statistical survey or 

systematic comparative investigation. The case study condenses a 

vast field of study into a few conveniently researched examples. 

The case study research design is often helpful in determining if a 

given hypothesis or paradigm corresponds to real-world 

phenomena (USCLibraries, 2021). This research method is 

beneficial for putting scientific models to the test by putting them 

in real-world contexts. The case study strategy empowers in-

depth, multifaceted investigations of emotional issues in their 

real-world settings. Specifically, the qualitative case study 

analysis allows researchers to perform an in-depth investigation 

of complex phenomena within a specific framework.  
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Participants in this study were ten selected employees from a 

higher educational institution in Iligan City in the Philippines. The 

purposively selected participants were the primary informants in 

a focus group discussion (FGD). The FGDs can be classified as 

interviews of individuals to collect various information, which 

could have as few as four participants and as many as ten (Statistic 

solutions, 2021). In this data gathering method, the participants 

were asked open-ended questions in an immersive environment 

where they publicly shared ideas. The open-ended questions are 

free-form that encourage respondents to reply in open text format, 

allowing them to respond based on their complete experience, 

feeling, and interpretation. It relies on accessible and subjective 

questions and answers on a given topic of conversation, with space 

for more probing by the researcher depending on the respondent's 

response (Bhat, 2020).  

With the current restrictions implemented by the government, the 

FGD was conducted online. The participants were asked questions 

related to their perception and analysis of the organizational 

performance in terms of financial, education and growth, internal 

process and customer satisfaction. The participants gave their 

consents on the conduct of the FGD as well as the recording of the 

entire discussion. From the recordings, the data were summarized 

and sorted according to the themes. The themes were the four 

perspectives of the balanced scorecard. Based the keywords given 

during the discussion, the responses were summarized and 

tabulated   

Findings and Discussion 

 
Table 1:  

HEIs Financial Performance  

Perspective  Summarized responses of the participants 

Financial  The school management focuses on 

strategic approaches, such as the cost of 

transitioning from face-to-face to the 

school's preferred learning management 

system. 

 In a pandemic, the management must 

have all the financial and strategic 

resources to prepare its stakeholders. 
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The table 1 summarizes the participants' thoughts about the 

organization's finances. In general, the pandemic had a 

detrimental influence on the economy, which impacts the 

financial elements of the educational institution and 

its stakeholders. In particular, the participants reiterated on the 

school management’s focus on the recruitment strategies for a 

more significant increase in student population. In terms of cost, 

the associated expense of shifting from face-to-face to the school's 

preferred learning management system is a major concern. The 

positive correlation on the two factors equates to “lower 

population is equal to lower income.” Relative to this, the 

participants assert that the HEI has all necessary financial 

resources and policies to prepare its stakeholders for the 

consequences of the pandemic. 

 

The FGD highlights that during the pandemic the company's 

financial status and stakeholders are a source of concern. For 

instance, personal finance is one area where the coronavirus 

pandemic has had a negative effect. The situation severely caused 

disruptions on the ability of the students to afford the cost of their 

education which the pandemic has made it much more difficult 

(Reinicke, 2021). While students’ finances are bleak, the impact 

of which to the HEI enrolment and operation is much bigger. The 

low enrollment rates have the potential to jeopardize funding. 

When the coronavirus pandemic shut down school buildings, the 

education system was already suffering the repercussions of the 

Great Recession, throwing the world into economic shock 

(Modan, 2020). With the decreasing number of student enrolment 

comes the increasing cost of learning modalities. There are many 

unknowns, but scenario preparation should be in full swing, with 

schools reopening in various ways (ERS, 2021).  

 

Table 2 summarizes participants' perspectives on the 

organization's education and development. During the pandemic, 

the institution adopted the online learning modality with 

asynchronous and synchronous sessions. The participants 

mentioned that the e-learning is an achievement of the school. The 

FGD highlights positive insights on e-learning particularly the 

utilization of various resources and the use of design thinking 
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techniques giving students variety of possibilities for learning 

eventually helping them succeed. The participants also asserted 

that the use of the design thinking process for successful practice 

studies included technology in hybrid courses. In addition, the 

design thinking technique facilitated participatory and empathy-

driven creative educational activities, which aided 

implementation and transformed the experience and community 

perception. 
 

Table 2 

HEIs Education and Growth Performance 

Perspective  Summarized responses of the participants 

Education and 

growth 
 This e-learning modality improves school 

success, where students are more likely to 

succeed as teachers use various resources, 

including the design thinking processes. 

  The design thinking approach is used to 

examine technology in hybrid courses. The 

design thinking methods facilitated 

participatory and empathy-driven creative 

educational activities that boosted the 

transformational experience and the resultant 

feeling of community. 

 

It is well-researched that online instruction, like most teaching 

techniques, has advantages and disadvantages. According to 

Gautam Priyanka (2020), decoding and comprehending the 

positives and negatives would assist institutes in developing plans 

for more effective conduct of lectures, ensuring students have an 

uninterrupted learning journey. Considering the current situation, 

the world has come to a halt, programs have been postponed, 

workplaces and classrooms have been closed. The online learning 

enabled students to continue their schooling which is the preferred 

educational model for schools (Angdhiri, 2020). However, as 

addressed by Simenson-Gurolnick and Miller (2021), designing 

and introducing large-scale distance learning is a modern 

challenge for multiple school programs. For this, creative thinking 

would offer a novel approach to address the challenge which may 

be counterintuitive to take a human-centered approach. 

Nevertheless, by having stakeholder needs, teachers at the core of 
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distance learning design, there are multitude of opportunities for 

innovation in an online atmosphere.  

 
 

Table 3 

HEIs Internal Process Performance 

Perspective Summarized responses of the participants 

Internal Process  The organization transitioned 

successfully from paper to paperless 

transactions throughout deployment. 

Providing online procedures in any way, 

shape, or form is a must-have for every 

firm in the new digital age and beyond. 

 Since the organization's major current 

income source was its online platform, it 

was vital to integrate databases and 

website output monitoring in the process. 

 

Table 3 displays the participants' assessment of the organization's 

internal processes. As to their observations, throughout the 

implementation phase and until the present, the institution 

seamlessly transitioned from paper to paperless transactions. 

Accordingly, it advances the organizational status in the new 

digital age and beyond by meeting the demands of the modern-

day learners. The participants also describe the offering of online 

procedures in any way, shape, or form which is a must-have for 

every organization. The participants’ evaluation also pointed out 

the vital database monitoring involved as part of the process 

which bring together the accurate data acquired from the 

organization's productivity initiatives and online components. 

 

With the shift to online learning, all transactions were also fully 

online which facilitates faster and easier process. This is supported 

by Tan (2014) with his evaluation of online enrollment that 

increases productivity and reduces needless documentation. 

Moreover, online transaction consistently develops operation and 

promotional technologies, enabling users to sign up when and 

where it is most suitable for them from every Internet-enabled 

computer. However, this requires investment and resource 

allocations for the organization Wow Digital (2021) suggests that 
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an online registration system, which is becoming society's 

standard, demonstrates credibility and a forward-thinking 

strategy. In today's ever-changing world, incorporating 

sustainability into a business strategy is no longer an option. 

Considering a values-driven approach when implementing 

business strategies can be critical to long-term success, and 

sustainability initiatives can contribute to an organization's overall 

success in addition to driving social and environmental change 

(Chladek, 2017). Moreover, sustainable development will fuel 

company growth (Alexandra, 2019). 

 

Table 4 

HEIs Performance on Customer Satisfaction 

Department Summarized responses of the participants 

Customer 

satisfaction 
 Both learners and educators started the 

problematic phase on the transition of 

online modality, yet the essence of the 

process paves the way to sustainable 

education amidst pandemic. 

 Students recognize the importance of 

online modality, which improves 

institutions in the new world. 

 

Table 4 summarizes participants' responses on the organization's 

customer satisfaction. According to them, both the learners and 

educators started the challenging transition to virtual learning, but 

the core of the process prepares the way for sustainable education 

in the face of pandemic. The participants also profoundly asserted 

that virtual education is the most significant change in the modern 

education. The whole situation has been characterized as a 

dramatic change in the structure which also opened up additional 

opportunities for individuals. The participants are positive that the 

teachers and students realized the value of online education in 

improving the institution in the modern world. 

 

The description of the participants’ learning experience is 

supported by Heap (2017) where the learners can select their own 

learning experience that better suits their interests by studying 

online. In the online environment, classroom sessions are set in a 

conventional atmosphere where students have the flexibility to 
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choose their schedules for independent learnings. With the 

flexibility, most online students appear committed to their tasks 

while set aside other tasks. Through multi-tasking, learners can 

manage their learning experience in an online class. This is the 

same environment for the Community College of Aurora (2019) 

where the new learning models have emerged offering students 

suitable curriculum with various options allowing individuals to 

graduate from the program they have begun but have not 

completed. 

 

 

Conclusion  

 
The coronavirus pandemic has had a negative impact on the 

financial aspect of the educational institutions. The results of the 

FGD showed the critical financial challenges faced during the 

COVID-19 caused by low enrollment rates which jeopardized 

funding. The pandemic also forced the school to provide learning 

modalities through proper planning in order to reopen the teaching 

and learning in various ways. The study also revealed that the 

online learning modality, like other educational methods, has 

benefits and drawbacks. The participants added that designing and 

integrating massive learning activities is an instruction period for 

many school programs, and creative thought provide a 

revolutionary solution to addressing the drawbacks of online 

learning. The participants also believe on the human-centered 

approach to the problem by putting stakeholder interests and 

teachers at the center of distance learning design.  

 

With the challenge of online learning, the school management 

must first focus on implementing strategies to increase student 

enrolment and impose cost-cutting measure to cover up the losses 

incurred in the transitioning to the online learning. In order to 

successfully implement the online learning, teachers are 

encouraged to continuously employ design thinking methods to 

provide students with options for learning new material. Lastly, 

the school must formulate strategic plans to sustain the operational 

performance of the organization despite the challenges of the 

pandemic. To this, a new way of thinking will definitely create the 
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‘new normal’ in the field of education. As the online learning is 

here to stay, the schools must be able to embrace this new model 

of education.  
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